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NOMINATIONS OF BRIG. GEN. ALLISON HICK-
EY TO BE UNDER SECRETARY FOR BENE-
FITS AND STEVE MURO TO BE UNDER SEC-
RETARY FOR MEMORIAL AFFAIRS, U.S. DE-
PARTMENT OF VETERANS AFFAIRS

WEDNESDAY, APRIL 6, 2011

U.S. SENATE,
COMMITTEE ON VETERANS’ AFFAIRS,
Washington, DC.

The Committee met, pursuant to notice, at 10:35 a.m., in room
418, Russell Senate Office Building, Hon. Patty Murray, Chairman
of the Committee, presiding.

Present: Senators Murray, Webb, Tester, Begich, Isakson, Brown
of Massachusetts, and Moran.

OPENING STATEMENT OF HON. PATTY MURRAY, CHAIRMAN,
U.S. SENATOR FROM WASHINGTON

Chairman MURRAY. Good morning and welcome to today’s hear-
ing to consider nominations of Brigadier General Allison A. Hickey
to be Under Secretary for Benefits and Steve Muro to be Under
Secretary for Memorial Affairs.

Before we begin, I do want to make one quick announcement
about a step this Committee is taking to both embrace new tech-
nology and save Committee funds on those endless stacks of paper
that we get on our desk that we all know about.

Today marks the first Committee hearing that Members will be
using tablets like this. Everyone of us has one up here so that we
can digitally reduce all of those piles of paperwork and have it
available for our Members and our staff as well.

As Chairman I believe it is important, particularly at a time
when we are counting on the VA to make some big overdue
changes in terms of IT, that we, as the Committee, are also taking
whatever steps we can to improve and share information.

So we are very excited about this step even while we will all try
to get used to it. I am told that we are the first Committee in the
Senate to make these changes, and I hope it will be the first of
many for this Committee that is really aimed at improving our
hearings and access to information and resources for our veterans.

And we will be training our Committee Members, Senator Isak-
son, how to use these tablets. But it is going to be a great change
for us, and we are looking forward to having them help save money
for the Senate too.
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General Hickey, thank you for being here and welcome. I want
to say at the outset that I commend you for accepting this nomina-
tion because, if confirmed, you will have a tremendously difficult
job in front of you. Without question, I believe that the VA dis-
ability claims system is broken.

It is broken when we have veterans waiting an average of 190
days for a claim to be adjudicated. It is broken when we have near-
ly one million veterans currently caught in a backlog that con-
tinues to climb, and it is broken when our veterans have simply
lost faith in the system.

If confirmed, you will you be looked upon to fix this broken sys-
tem and to reduce the skyrocketing backlog of claims that it has
produced. You will be asked to think boldly about a problem that
has vexed your predecessors. You will need to move quickly on in-
novative solutions, including viable technological changes, if we are
going to begin to turn this problem around. It will not be easy. In
fact, just last month I got a first-hand look at the problem that you
face.

I went out to Seattle to go to the Seattle Regional VA Office, and
I saw the impact that paper alone has on an employee’s ability to
process a claim. I saw these huge files that were as thick as a
phone book and completely devoid of any organization whatsoever
that made it impossible to find anything in them, and even harder
to move to a paperless file. I heard about claims that should be get-
ting expedited treatment but that were not.

In fact, it took the Seattle Regional Office nearly 9 months to ex-
pedite the claim for a veteran that was terminally ill with cancer,
and that veteran’s claim was finally granted, 3 days after the vet-
eran died.

That is totally unacceptable, and it has to change. Our veterans,
especially those who are most vulnerable, those who are terminally
ill or homeless or in danger of becoming homeless, deserve better
than the way that some VA offices are treating them, and I know
from my many years on this Committee this problem is not in just
one pocket of the country. It is widespread.

The problems I saw in Seattle are not just an isolated incident.
It is one example of a problem that has plagued the VA. And it is
a problem that is growing.

Although the VA knew that more Agent Orange claims would be
coming into the system, the claims have still overwhelmed the new
case workers that Congress provided funding to hire.

The VA knows more and more OIF and OEF veterans will be
making claims, and we need assurance that VA is preparing for
this influx of new claims.

General Hickey, while I am impressed by the credentials you
bring to this job, I have to believe this is a job like no other you
have had before and a challenge that you may not face again. But
it is one of the biggest we have to meet.

If confirmed, I look forward to working closely with you to ad-
dress this issue because we cannot allow our veterans to wait for
the benefits they have earned any longer.

Mr. Muro, welcome, thank you to you for joining with us today.

Mr. Muro, if confirmed, you will be responsible for maintaining
the high-level of service and customer satisfaction in the National
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Cemetery Administration. Obviously, over the last year, and again
last week, we have read with horror about the disgraceful manage-
ment of Arlington National Cemetery.

Unorganized records and sloppy management have led to a trag-
edy not only for the families of servicemembers buried on those
hallowed grounds but for our country as a whole. We must get Ar-
lington on track.

Arlington must become known as a place of comfort to families,
efficiency of administration, and a model of customer service equal
to that of VA’s National Cemeteries, which you will be tasked with
managing.

I look forward to hearing from you about what we can do to
make sure that these management failures never happen at our VA
cemeteries.

I also look forward to discussing the other challenges you will
face, including meeting the unprecedented need for additional ca-
pacity in heavily populated urban areas.

As a housekeeping note, after the Members give their opening
statements, I will swear in our nominees, then introduce them. I
will then ask each of you to introduce any friends or families that
are with you today. Our nominees will then give their opening
statements, then Members will have a chance to ask questions.

So again, General Hickey, thank you very much.

Mr. Muro, thank you for being here. I look forward to your testi-
mony.

With that, I turn it over to Senator Isakson, who is standing in
for Senator Burr today.

STATEMENT OF HON. JOHNNY ISAKSON,
U.S. SENATOR FROM GEORGIA

Senator ISAKSON. Thank you very much, Madam Chairman.

Today, we will discuss the qualifications of the nominees to serve
in two demanding roles at the Veterans Administration. General
Allison Hickey and Steve Muro, both of whom I have met and en-
joyed very much meeting. I appreciate, as the Chairman said, their
commitment to the job ahead of them.

General Hickey, the Veterans Benefits Administration (VBA)
provides a range of benefits and services to help improve the lives
of veterans and their families and their survivors. But, in some
areas, VBA struggles to deliver effective benefits and services with-
out hassles or delays. Primarily, VBA’s disability claims processing,
which the Chairman has already mentioned, has been criticized for
many years for large backlogs, long delays, and inaccurate deci-
sions. And the problems are expected to get even worse with the
volume of veterans returning.

Between 2009 and 2012, the number of pending claims is pro-
jected to more than double, and the average time it takes to com-
plete a claim is expected to increase by nearly 70 days. Getting this
situation under control has to be your top priority.

To that end, VA has a number of IT solutions and other initia-
tives underway. But we must make sure VA has a realistic and
comprehensive plan to pull these efforts together so there will be
lasting improvements in VA’s ability to provide accurate and good
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iQ,ervices. Veterans in Georgia and across the country deserve no
ess.

Another challenge is the large difference in service provided by
VA’s regional offices around the country. Some consistently meet
expectations, while others struggle. As the VFW put it, “The real
question is why these vast differences exist between regional of-
fices? Is it management? Is it training? Or is it leadership?” We
need answers to those questions and, more importantly, we need
solutions.

VA is also working with the Department of Defense to roll out
an Integrated Disability Evaluation System, which allows injured
servicemembers to find out what benefits they will get from both
agencies before being medically discharged.

And I might interject—I am reading a prepared statement for
Senitor Burr—but I wanted to interject a statement here, if I
might.

I commend General Schumacher’s work in the seamless transi-
tion from active DOD medical health care to veterans health care
that has taken place at the Augusta Charlie Norwood Center. That
transition has helped veterans to transfer from DOD care to vet-
erans’ care with a seamless system where they do not fall between
the cracks, and I commend General Schumacher on what he has
done. I hope you find him, General Hickey, to be of help to you in
your transition.

General Hickey, if confirmed, these are just a few of the pressing
issues you would find ahead of you at the Veterans Benefits Ad-
ministration. I look forward to discussing your plans to tackle
them, and I again thank you for your willingness to serve—I am
willing to help in any way I can to facilitate and make the job as
easy as possible.

Mr. Muro, thank you for your service to the country and your
willingness to take on a very, very important duty. As you know
well, VA’s National Cemetery Administration has the solemn mis-
sion of honoring and memorializing our Nation’s fallen heroes. For
veterans of every generation, it is the aim of our grateful Nation
to provide a final resting place worthy of their sacrifices and to re-
spectfully tend to their grieving loved ones.

As shown in the recognition NCA has received for high levels of
customer service, NCA has been diligently fulfilling that role. But,
as the Chairman mentioned, the issues that have come to light at
Arlington National Cemetery should remind all of us how critical
it is to remain vigilant so that veterans and their families receive
the top-notch service they deserve, now and in the future.

Mr. Muro, I look forward to serving with you. You will have the
pleasure of working with a former U.S. Senator from Georgia, now
head of the Battle Monuments Commission, Senator Max Cleland,
who is a dear personal friend of mine. My predecessor in this seat,
Zell Miller, was actually a board member of the Battle Monuments
Commission for a while. So, we have a long tradition in Georgia.

We recently opened—and you were there, if I am not mistaken—
the new veterans cemetery on the mountaintop in north Georgia,
which is probably, of all that I have seen around the country, the
most breathtaking and beautiful cemetery that we have in the en-
tire VA.
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So thank you for your willingness, Mr. Muro.

General Hickey, that you for yours.

And Madam Chairman, I yield back the remainder of my time.

Chairman MURRAY. Thank you very much.

If any of our Members have an opening statement, if you make
it real quick, we can get to our nominees.

Senator Tester.

STATEMENT OF HON. JON TESTER,
U.S. SENATOR FROM MONTANA

Senator TESTER. I will be quick.

Thank you, Madam Chair, and thank you, Senator Isakson, for
your comments. I will not be repetitive, but I would like to asso-
ciate myself with both of them.

I want to thank you guys for being here. I want to thank you for
your willingness to serve. I will tell you that last week General
Shinseki was in front of the Appropriations Committee. Mr. Muro,
you were there too. Three of the six of his top people were not con-
firmed at that point in time but were on that panel.

I think it is incumbent upon the Administration to put good peo-
ple in front of us in a timely manner. I think it is incumbent upon
us to get you confirmed in a timely manner, and I look forward to
your testimony and your confirmation.

Thank you.

Chairman MURRAY. Thank you very much.

Senator Moran.

STATEMENT OF HON. JERRY MORAN,
U.S. SENATOR FROM KANSAS

Senator MORAN. Madam Chair, thank you very much. I am very
honored to be a Member of the Senate Veterans’ Affairs Com-
mittee. I served for 14 years in the House as a Member of that
companion Committee, and there is no group of Americans I hold
in higher regard than those who have served our country.

I am pleased to see that we have such high-quality nominees and
look forward to developing a good working relationship with you on
behalf of the 250,000 veterans in Kansas and those all across the
country.

I thank you for your military service to our country, and thank
you for your willingness to serve others who have served.

Thank you.

Chairman MURRAY. Thank you very much.

Under the rules of this Committee, the testimony of all Presi-
dential nominees appearing before the Committee shall be taken
under oath.

So, General Hickey and Mr. Muro, will you now stand for the ad-
ministration of the oath.

Do you solemnly swear that the testimony you are about to give
before the Senate Committee on Veterans’ Affairs will be the truth,
the whole truth, and nothing but the truth, so help you God?

General HICKEY. Yes.

Mr. MURO. Yes.

Chairman MURRAY. Thank you very much.
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With that, I will introduce both of our nominees and turn to
them for their opening statements.

Each of these nominees, if confirmed, will play an integral role
in the overall management and day-to-day operation of the VA. So
I am delighted to have the opportunity to have you before us today.

General Hickey is a 27-year veteran of the U.S. Air Force, active
National Guard and Reserve. She is also a graduate of the U.S. Air
Force Academy, class of 1980, the first class to include women.

She has served as a pilot and aircraft commander and led the Air
Force’s Future Total Force Office and served as the Assistant Dep-
uty Director for Air Force strategic planning, leading one of the
largest mission and culture change efforts the Air Force has ever
gone through.

She currently serves as a human capital management executive
for Accenture and has led a team focused on thousands of per-
sonnel actions every day, ranging from recruitment to retirement.

Mr. Muro is a Vietnam veteran who served in the U.S. Navy
from 1968 to 1972, beginning his career with the VA as a mainte-
nance mechanic at the West Los Angeles VA Hospital in 1975, join-
ing the National Cemetery Administration in 1978.

Over the next 30 years, he moved up through the ranks in pro-
gressively more responsible positions, working in cemeteries na-
tionwide. As Acting Director and then Director of the Office of
Field Programs from 2002 through 2008, Mr. Muro created a num-
ber of proactive programs that have improved the quality of ceme-
tery administration to the high level in place today.

In 2008, he became the Deputy Under Secretary for Memorial Af-
fairs, and, in 2009, he became the Acting Under Secretary.

With that, General Hickey, do you have any family or friends you
would like to introduce before we do opening statements?

General HICKEY. Thank you, Chairman Murray, for the introduc-
tion. I would like to introduce my family who is here today, begin-
ning with my father, Lieutenant General William J. Hilsman, be-
hind me here, who was a career Army officer and also a Vietnam
veteran himself.

My mother, Mrs. Jean Hilsman, is a past president of the Na-
tional Military Family Association and DOD’s first family policy of-
fice director.

My husband, Colonel Rob Hickey, is a 30-year veteran himself
and continues his service to the government working in the Office
of the Director of National Intelligence.

My oldest son, Tyler Hickey, graduates from James Madison Uni-
versity in May. My daughter, Chelsea Hickey, graduates from Vir-
ginia Tech in May, and my youngest son, Michael Hickey, is our
ninth grader and just completing his Eagle Scout grade.

With me also in the room are my sisters, Mrs. Karen Paul and
Mrs. Donna Link, and their husbands, Lieutenant Colonel retired
Skip Paul and Wesley Link, and my brother Bill Hilsman.

Chairman MURRAY. OK. Mr. Muro.

Mr. MURO. Thank you, Madam Chairman.

I would like to introduce my family: Dr. Linda Johnson and
Amanda Muro. Also I would like to acknowledge my son, Steve; my
daughter-in-law, Rebecca; and my grandson, Stevie, who are out in
California.
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I would also like to acknowledge some of the NCA colleagues of
mine and the Honorable William Tuerk.

Thank you.

Chairman MURRAY. That explains the jammed audience today.
Very good.

Thank you both very much for appearing before the Committee.

General Hickey, we are going to start with you and your opening
statement.

STATEMENT OF BRIGADIER GENERAL ALLISON A. HICKEY,
USAF (RET.), NOMINEE TO BE UNDER SECRETARY FOR BEN-
EFITS, VETERANS BENEFITS ADMINISTRATION, U.S. DE-
PARTMENT OF VETERANS AFFAIRS

General HICKEY. Thank you, Chairman Murray.

Chairman Murray, Ranking Member Burr, distinguished Mem-
bers of the Committee, good morning and thank you for the oppor-
tunity to appear before you today.

I am deeply honored that President Obama and Secretary
Shinseki have nominated me to join their leadership team as they
transform the Department of Veterans Affairs to meet the emerg-
ing challenges of the 21st century.

I am eager for the opportunity to add my leadership, passion,
and commitment to their efforts to continue to repay the debt of
honor owed to the men and women, and their families, who have
borne the battle.

I still remember the day in November 2009, when I heard Sec-
retary Shinseki’s inspiring remarks to thousands of military lead-
ers about his vision for a VA that is people-centric, results-driven
and forward-looking.

I heard his call to action to find an integrated approach that in-
cludes well-trained people, efficient and effective processes and
proven new technologies all to deliver benefits and care for a
changing population of veterans who bring increasingly complex
needs to VA.

He spoke with compassion, conviction, and confidence that ig-
nited my desire to again serve my country and shape my journey
to this nomination hearing today. I humbly present myself to you
today, bringing a deep commitment to veterans and a strong desire
to join Secretary Shinseki’s efforts to make bold and comprehensive
changes that transform VA for the 21st century.

Before I continue, I want to recognize the over-35 years of service
to veterans by the Acting Under Secretary for Benefits, Michael
Walcoff, who 1s here today. Starting with VA as a claims examiner
in Philadelphia in 1974, he culminates his distinguished career
leading the Veterans Benefits Administration.

I am also deeply appreciative of the presence here today of our
Veterans Service Organizations. If confirmed, I intend to continue
VA'’s close collaboration with them as partners.

If confirmed as the Under Secretary for Benefits, I would be re-
sponsible for administering vital programs that provide support for
veterans, their families, and survivors. Each program and benefit
delivered can mean the difference between a roof over their heads,
a college education, or a home that is retrofitted to accommodate
a disability or a world without that support.
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As a veteran myself, I have recent firsthand experience in
transitioning to veteran status. As a result, I will never lose sight
of the experiences of all our veterans and their families. This in-
cludes our National Guard and Reserve, who have honorably re-
sponded to their country’s call in incredibly high numbers over the
last decade.

As a woman veteran, I also recognize the growing population of
women who have served their Nation admirably and are now seek-
ing VA health care and benefits in record numbers. I understand
we need a VA system that meets their needs, something I know is
a priority for Secretary Shinseki and this Committee.

For over 30 years in government, military, and industry, includ-
ing 17 years of leadership positions in DOD, I have worked in stra-
tegic and transformation planning, program implementation and
organizational management.

I spent over 5 years in the Air National Guard’s productivity and
quality office, establishing a culture of process improvement for the
organization.

I spent more than 7 years in the Air Force strategic planning of-
fice, where I led one of the largest mission and culture change ef-
forts since the inception of that department, which affected more
than 140 new units, and their new capabilities and moved billions
of dollars to establish those new capabilities.

My recent industry experience includes a focus on areas directly
related to VBA’s core mission, including transactional business op-
erations, customer relationship management, and experience with
information technology systems that provide transparency, increase
accountability, and speed the delivery of services to customers.

I believe that my past experience makes me highly qualified to
manage the complexities and challenges of the claims trans-
formation efforts currently underway at VBA, as well as other
areas vital to our veterans’ benefits.

If confirmed, eliminating the disability claims backlog and ac-
complishing the Secretary’s goal of having no veteran wait more
than 125 days for a quality decision with a 98 percent accuracy
rate would be my central focus.

I have first-hand experience building and implementing trans-
formational efforts, have focused on integrated solutions of people,
process, and technology necessary to accomplish large complex
goals.

If confirmed as Under Secretary for Benefits, I am committed to
working with this Committee, the Congress more broadly, the vet-
eran services organizations, the dedicated employees at VBA and
other stakeholders to ensure that the VBA provides timely and
quality benefits and services to America’s heroes.

Thank you for the opportunity to appear before you today. I look
forward to answering any questions you might have.

[The prepared statement of General Hickey follows:]

PREPARED STATEMENT OF BRIG. GEN. ALLISON A. HICKEY (RET.), USAF, NOMINEE
TO BE UNDER SECRETARY FOR BENEFITS, VETERANS BENEFITS ADMINISTRATION,
U.S. DEPARTMENT OF VETERANS AFFAIRS

Chairman Murray, Ranking Member Burr, distinguished Members of the Com-
mittee: Good morning and thank you for the opportunity to appear before you today.
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I am deeply honored that President Obama and Secretary Shinseki have nomi-
nated me to join their leadership team as they transform the Department of Vet-
erans Affairs (VA) to meet the emerging challenges of the 21st century. I am eager
for the opportunity to add my leadership, passion and commitment to their efforts
to continue to repay the debt of honor owed to the men and women, and their fami-
lies who have “borne the battle.” I still remember the day in November 2009, when
I heard Secretary Shinseki’s inspiring remarks to thousands of military leaders from
all 54 States and Territories and the District of Columbia, about his vision for a
Department of Veterans Affairs that is people-centric, results-driven and forward-
looking. I heard his call to action to find an integrated approach that includes well-
trained people, efficient and effective processes and proven new technologies all to
deliver benefits and care for a changing population of Veterans who bring increas-
ingly complex needs to VA. He spoke with a compassion, conviction and confidence
that ignited my desire to again serve my country and shaped my journey to this
nomination hearing today. I humbly present myself to you today—bringing a deep
commitment to Veterans and a strong desire to join Secretary Shinseki’s efforts to
make bold and comprehensive changes that transform VA for the 21st century.

Before I continue, I want to briefly introduce my wonderful family with me today.
They are part of what drives my passion to care for Veterans and their families.
My father, Lieutenant General (Ret.) William J. Hilsman, served as a career Army
Officer and is a Vietnam Veteran. My mother, Mrs. Jean Hilsman, served as a mili-
tary mother and spouse, the first Director of the Department of Defense Family Pol-
icy Office and a Past President of the National Military Family Association. My hus-
band, Colonel (Ret.) Rob Hickey, is a 30 year Veteran, who served as an A-10 and
C-130 pilot, Logistics Group Commander, and who continues to serve the Nation
working in the Office of the Director of National Intelligence. And finally and most
importantly, I am blessed to be the mother of three remarkable children—Tyler,
Chelsea and Michael. Tyler and Chelsea both graduate in May from James Madison
University and Virginia Tech respectively, both with a focus on public service ca-
reers. Soon to be awarded his Eagle Scout Rank, Michael is on the same path to-
ward dedicated citizenry and service.

I also want to recognize the over 35 years of service to Veterans by the Acting
Under Secretary for Benefits, Michael Walcoff. Starting with VA as a claims exam-
iner in Philadelphia in 1974, he culminates his distinguished career leading over
20,000 dedicated employees of the Veterans Benefits Administration (VBA). Work-
ing closely with all of VA, Veterans Service Organizations, and Congress, he has
been instrumental in laying critical foundations to “break the back of the backlog”
and pursue other important initiatives that will improve service to Veterans.

I am also deeply appreciative of the presence here today of our Veterans Service
Organizations. If confirmed, I intend to continue VA’s close collaboration with them
as partners—seeking opportunities to continue to enhance our interactions early in
the improvement processes we explore for VBA. I will call upon their decades of ex-
perience and knowledge to help find and implement solutions for our Veterans, their
families and survivors.

If confirmed as the Under Secretary for Benefits, I would be responsible for ad-
ministering vitally significant programs that provide crucial support for Veterans,
their families and survivors. Each program and benefit VBA delivers is important
to those we serve. It can mean the difference between a roof over their heads, a col-
lege education, or a home that is retrofitted to accommodate a disability—or a world
without that support. If confirmed, I will never lose sight of the importance of VBA’s
work on the individual lives of Veterans and their families.

As a Veteran myself, and a military family spouse, I have firsthand and recent
experience in transitioning to Veteran status. Because of this background and my
military family upbringing, the concerns of Veterans, their families, and survivors
are never far from my mind and are close to my heart. This includes our National
Guard and Reserve and their families who have honorably responded to their coun-
try’s call in incredibly high numbers over the last decade and more, serving in Iraq,
Afghanistan, and operations around the globe and here at home. I have the unique
experience of serving in all three of the military components—Active, National
Guard, and Reserve—and, if confirmed, I would work to ensure that VBA continues
to support each of these groups of Veterans. As a woman Veteran, I also recognize
the growing population of women who have served their Nation admirably and are
now seeking VA health care and benefits in record numbers. I bring shared and
unique experiences with this group of dedicated Veterans and an understanding
that we need a VA system that meets their needs—something I know is a priority
for Secretary Shinseki and this Committee.

For over 30 years in government, military, and industry—including 17 years of
leadership positions in the Department of Defense—I have focused on strategic and
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transformation planning, program implementation and organizational management.
I have helped develop plans for major reorganization, restructuring, and refocusing
of large-scale and complex organizations and programs to enable them to better
meet their mission.

I believe that my past experience makes me highly qualified to manage the com-
plexities and challenges of the claims transformation efforts currently underway, as
well as other areas vital to our Veterans’ benefits. Eliminating the disability claims
backlog and accomplishing the Secretary’s goal of having no Veteran wait more than
125 days for a quality decision with a 98% accuracy rate would be my central focus.
I have firsthand experience building and implementing transformational efforts that
focus on the integrated solution of people, process, and technology necessary to ac-
complish large complex goals. I spent over five years in the Air National Guard’s
Productivity and Quality office establishing a culture of process improvement, and
over seven years in the Air Force Strategic Planning office leading major trans-
formation efforts. In my experience with industry, process improvement and trans-
formation were key to business performance results and client satisfaction levels.
The “right” mix of focus on an integrated approach to people, process, and tech-
nology has been at the center of much of the work in my career. That is why, if
confirmed, I am confident that I can lead VBA in delivering better service to
Veterans.

In the Air Force, I led one of the largest mission and culture change efforts since
the inception of that Department. This work included leadership and oversight of
four divisions covering strategic planning, mission development, public and congres-
sional affairs, and program and resource implementation. The effort affected more
than 140 new Air Force units and their associated missions, and shifted billions of
dollars toward new capabilities across the Air Force portfolio. The initiative also in-
volved new organizational models for a worldwide 500,000 person organization in-
cluding Active Duty, Air National Guard and Air Force Reserve units and personnel
to create a common Air Force policy, mission, and culture. This significant trans-
formation directly impacted more than 50,000 members of the Air Force, provided
new capabilities for the joint war fighter and redesigned the Air Force future force
structure plan.

I also bring experience in the private sector in two areas that directly relate to
VBA'’s core mission. The first area is human resources operations from recruitment
to retirement—building and retaining a quality workforce. The second area is cus-
tomer relationship management to include call center practices, customer relation-
ship management system implementation and other 21st century information tech-
nology systems that provide transparency, increase accountability and speed the de-
livery of these services to customers.

It is my firm belief that it is an organization’s employees who drive the real suc-
cess that occurs in vital programs. I am committed, if confirmed, to making the VBA
workforce successful, creating an environment that engages them and develops them
to their full potential.

If confirmed as Under Secretary for Benefits, I am committed to working with this
Committee, the Congress more broadly, the Veterans Service Organizations, other
stakeholders and all of the wonderful employees at VBA to ensure VBA provides
timely and quality benefits and services to America’s heroes. Should I be confirmed,
{/Wﬂl serve with passion and conviction as an advocate on behalf of all of America’s

eterans.

Thank you again for the opportunity to appear before you today. I look forward
to answering any questions you may have.

RESPONSE TO PREHEARING QUESTIONS SUBMITTED BY HON. PATTY MURRAY TO BRIG.
GEN. ALLISON HICKEY TO BE UNDER SECRETARY FOR BENEFITS, U.S. DEPARTMENT
OF VETERANS AFFAIRS

Question 1. Why do you seek this position?

Response. I still remember the day in November 2009 when I heard Secretary
Shinseki’s inspiring remarks to thousands of military leaders from across our coun-
try about his vision for a Department of Veterans Affairs (VA) that is people-centric,
results-driven and forward-looking. I heard his call to action to find an integrated
approach of well-trained people, efficient and effective processes and proven new
technologies all to deliver benefits and care for a changing population of Veterans
who bring increasingly complex needs to the VA. He spoke with a compassion, con-
viction and confidence that ignited my desire to again serve my country and shaped
my journey to seek this position. I have successfully led major transformation efforts
in complex environments during my career and I look forward, if confirmed, to the
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opportunity to apply that experience in the Veterans Benefits Administration (VBA).
I have recent Program Management experience with 21st Century IT systems that
are used by well-trained employees to exercise streamlined and documented proc-
esses to deliver high performing results. I come from a family where service to oth-
ers is part of our DNA. Most importantly, I feel called to advocate for all Veterans
and their families who sacrifice so much for a safe and secure world. Each of these
issues and more compel me to seek this position.

Question 2. What do you believe are the most important problems and challenges
currently confronting VBA? Which of these problems and challenges will you focus
on and how do you intend to address them?

Response. I strongly support the priorities that Secretary Shinseki has established
as articulated in the Department of Veterans Affairs Strategic Plan Refresh FY
2011-2015 and agree with the focus it outlines for VBA and all of VA to “transform
the Department to meet the emerging challenges of the 21st century, so we may
continue to repay the debt of honor owed to the men and women, and their families,
who have “borne the battle.”” If confirmed, the four strategic goals and integrated
objectives will drive my focus to work across VA organizational lines to improve the
quality and accessibility of benefits for Veterans and their families and survivors,
as well as increase their satisfaction with education, training, and other benefits
and services. As a person with extensive background in strategic planning, the Sec-
retary’s approach for tackling these opportunities resonates with me. It is clear to
me that the number one issue facing VBA is the continuing challenges associated
with the claims backlog. I understand that the claims have grown in both numbers
and complexity, which drives workload and workforce training issues. My previous
experience in government and private sector suggests that a challenge with this
amount of complexity can only be solved with improvements to the business proc-
esses and integration of appropriate technology that allows an organization to fun-
damentally transform the way the work is done and improve the results. Therefore,
I believe that if confirmed, I would focus on the people, processes and technology
that will provide VBA the methods to achieve the Secretary’s goals of eliminating
the disability claims backlog by 2015 and ensuring no Veteran has to wait more
than 125 days for a high quality decision with a 98% accuracy rate. I will also focus
on preparing the workforce for these changes through a focus on training, commu-
nication and preparation for the various new transformational business processes
that will become central to their daily operations.

Question 3. What is your management style? Are you a “hands-on” manager? Do
you rely on significant delegation? Do you seek consensus with those on your man-
agement team before making a decision or do you generally gather relevant informa-
tion and input, and then make a decision?

Response. I am a highly collaborative leader who seeks input from both internal
and external stakeholders to the maximum extent possible. My experience tells me
that when you bring all stakeholders into the process early, you avoid missteps and
build consensus around the approach to an issue. I am careful to keep the bias for
action on the decision, so lengthy processes do not stall the need for timely decisions
in order to achieve actions that drive results. I also gather reliable data as one ele-
ment of my decision process or the group’s decision process and watch for trends
in the data to inform decisions or adjustments to the direction.

I approach most aspects of my leadership from a “balanced” approach. I seek solu-
tions that are good for the mission, considerate of the people that need to deliver
on that mission, and always focused on the customer—in this case, if confirmed, the
Veterans, their families and survivors. I balance my approach to “hands on” involve-
ment and delegation in the same way. When the situation requires little interven-
tion because the organization is delivering customer excellence, then I tend to stay
abreast of the issues but delegate more to the high performing leader. When the
situation requires more of my engagement because the organization is challenged
to deliver, then I first ask myself if the barriers to performance are created by some-
thing I or the leader on the team controls. Does the workforce have the resources,
tools, guidance, or policy they need to do the job? Regardless of the circumstance,
I am always willing to “roll up my sleeves” and assist further until the performance
is achieved.

As a leader I believe that information is a vital resource to achieve operational
excellence. I believe this information needs to be in the hands of those who require
it to effectively lead others or execute on their job/task. I am a leader who believes
in the model of “servant leadership” where taking care of those who do the work
on a daily basis translates into better performance and higher levels of client satis-
faction.



12

Question 4. Describe how you intend to work with the Secretary and two other
Under Secretaries. Please also describe how you will work with others in the Agency
who work directly impacts VBA (e.g. policy and planning).

Response. I hold the utmost respect for Secretary Shinseki, Deputy Secretary
Gould, Under Secretary Petzel, Acting Under Secretary Muro and Chief of Staff
Gingrich. If confirmed, I will work closely with each of them to raise issues, chal-
lenges, and offer assistance in solving problems to better serve Veterans. I am ex-
cited for the opportunity to work with this leadership team, to collaborate and co-
ordinate across the department to solve cross-cutting challenges from a One-VA per-
spective, with an understanding of the interdependence of the different Administra-
tions, Staff Offices and Organizations within VA. In particular, if confirmed, I would
closely collaborate with Assistant Secretaries Baker and Henze, whose offices of In-
formation and Technology and Policy and Planning are key to the success of VBA
in terms of our leveraging new technology and our coordination with the Depart-
ment of Defense.

Question 5. In your view, how long should a veteran have to wait to have his or
her initial claim for compensation adjudicated?

Response. I am aware that Secretary Shinseki has set goals in this area and look
forward to working with him, if confirmed, to ensure that by 2015, no Veteran has
to wait more than 125 days for a decision with a 98% accuracy level. If confirmed,
I would enter the Under Secretary post with the understanding that we will work
tirelessly to achieve this goal. Veterans deserve a system responsive to their needs
and ready to deliver the benefits they have earned through their military service
in the fastest manner with a strong commitment to accuracy. It serves no one to
achieve a fast decision if it is not our best work. If confirmed, I am committed to
furthering the important work underway toward new paperless processing systems
along with business practices that will provide our hardworking VBA workforce the
21st Century tools they need to serve America’s Veterans. I am interested to learn
more about new rules-based tools and calculators VBA is developing to help ensure
accuracy while improving on speed.

Question 6. How do you plan to work with the veterans service organizations? Do
you anticipate meeting with the VSO representatives on a regular basis?

Response. If confirmed, I plan to work both closely and often with the Veterans
Service Organizations. If confirmed, I anticipate building on the existing substantial
efforts VBA has taken to involve these knowledgeable and highly experienced orga-
nizations early in developing initiatives to improve the disability claims process and
other areas so as to get their candid feedback and recommendations. I look forward
to building relationships with them and together focusing on a shared passion for
Veterans, their families and survivors.

Question 7. Committee staff access to career professionals at VBA is critically im-
portant as they conduct oversight of the Agency on behalf of members. In the past,
VBA staffs from all business lines have been made available for briefings, questions,
and related activities. Committee staff view these open channels of communication
as vital. Do you intend to allow Committee staff the same level of access to VBA
career employees?

Response. I agree that open communication with Committee staff is vital to the
oversight mission of the Senate Committee on Veterans’ Affairs and I fully support
the continued access to VBA leadership and staff.

Question 8. Accurate forecasting of usage of veterans benefits is essential in plan-
ning for resources to administer those benefits. What do you see as the Under Sec-
retary’s role in forecasting the need for additional staffing resources so that Con-
gress can appropriate those resources in a timely manner?

Response. As in any large enterprise, I believe the role of the leader is to ensure
the organization has the data, information, and the analytical capability to make
high quality forecasts that have the confidence of those who appropriate the re-
sources. The Under Secretary, working in coordination with the Office of the Sec-
retary, must timely convey accurate forecasts and resource requirements to Con-
gress. If confirmed, I look forward to assessing VBA’s capabilities in this area and
ensuring we fill whatever gaps may exist.

Question 9. VBA has come under fire for the lack of timeliness of its claims proc-
essing. While VBA has made progress in improving timeliness and accuracy of dis-
ability claims processing, further improvement is needed. VBA turned its attention
to decreasing the amount of time it takes to process a claim, but that improvement
seems to be at the cost of a decrease in the quality of its decisionmaking. Do you
have any views on how a more balanced approach can be reached?

Response. I have an extensive background in quality management principles and
processes and am a strong proponent of training as one key element to improve re-
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sults. It is my belief that there is no inherent conflict between speed and quality
if employees are supported in obtaining the necessary skills through effective train-
ing programs and decision-support tools. Speed and quality will go hand-in-hand if
we ensure employees receive the right training and tools, combined with efficient
business processes and systems that incorporate rules-based technologies. I also be-
lieve that the ongoing work on the Disability Benefits Questionnaires (DBQs) will
improve the “data in” portion of the process. If confirmed, I will work to ensure that
the training, tools, and systems needed to provide quality and timely decisions are
available to VBA’s claims adjudicators.

Question 10. Many in the newest generation of veterans are technologically savvy.
Veterans can submit claims for compensation over the Internet. What role do you
envision for VA in improving the use of technology for the processing of initial appli-
cations for compensation and to aid in the timeliness and accuracy of claims adju-
dication?

Response. Veterans, especially the younger generation, expect to have self-service
options available to apply for benefits and services and to interact with VA on the
status of their claims—at a place and time of their choosing. Since I have done con-
siderable work in the area of customer relationship management, I am most eager
to learn more about the ongoing development efforts of the Veterans Relationship
Management (VRM) initiative and VA’s plans to integrate VRM with the new
paperless processing system. In my view, from outside the organization, it seems im-
portant for VA to optimize client interactions and leverage data and information
sharing between VRM and the Veterans Benefits Management System (VBMS), as
well as with the joint VA/DOD Virtual Lifetime Electronic Record (VLER) initiative.
I believe integration of today’s technologies and communications channels in the
claims process will drive major improvements in both timeliness and accuracy when
co};nbi(rlled with streamlined business processes, effective training, and appropriate
job aids.

Question 11. For some medical conditions that occur after service, the scientific
information needed to connect the medical condition and the circumstances of serv-
ice may be incomplete. When information is incomplete, Congress or the Secretary
of Veterans Affairs has authority to presume disabilities and diseases as service-con-
nected for purposes of compensation. If confirmed as Under Secretary, what would
be your approach for recommending whether a presumption is warranted?

Response. If confirmed as Under Secretary, my approach would be to follow the
legal requirements established in law to guide any recommendations made to the
Secretary. If confirmed, providing timely compensation and care for our Veterans
will always be my top priority and I look forward to learning more about the pre-
sumptive disability authorities under the law.

Question 12. VA’s Vocational Rehabilitation and Employment program is one of
the smallest, yet most important, programs within the Department. It is the
linchpin for helping veterans who incur service-connected disabilities achieve a ful-
filling and gainful future. I am deeply committed to making sure that this program
lives up to its full potential, especially when individuals who have sustained serious
injuries in combat are concerned. What are your thoughts on the role that voca-
tional rehabilitation plays in terms of the total rehabilitation of an individual recov-
ering from severe combat-related injuries?

Response. I recently had the opportunity to briefly meet with Vocational Rehabili-
tation and Employment (VR&E) leadership to hear about this vital employment pro-
gram for Veterans with disabilities and employment handicaps. As you are aware,
VR&E'’s primary mission is to assist Veterans prepare for, obtain, and sustain suit-
able employment. In my opinion, every rehabilitation plan must maximize the Vet-
eran’s current skills and interests, translating their military experience to the de-
mands of the civilian labor market to achieve suitable employment in a career field.
If confirmed, I will ensure that VBA maintains its focus on addressing the rehabili-
tation needs and expectations of Veterans with severe combat-related injuries.
These Veterans have so much to offer our country; we must do all we can to help
them succeed.

Question 13. Through VA’s vocational rehabilitation program, VA assumes certain
responsibilities for the provision of employment assistance to veterans who complete
a plan of vocational rehabilitation. This assistance can take a variety of forms. I am
concerned that VA cooperate and coordinate with the Department of Labor’s Vet-
erans’ Employment and Training Service so that duplication of effort can be mini-
mized. If confirmed as Under Secretary, what will you do to involve both DOL and
DOD in efforts to ensure that employment-related issues are addressed seamlessly
and without duplication of effort?
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Response. If confirmed as Under Secretary, I will work to enhance the relation-
ships VBA currently has with DOL and DOD. It is my hope that my previous career
in DOD will allow me to leverage those contacts and relationships to strengthen co-
ordination. I understand that VR&E and DOL work together in a collaborative and
cooperative partnership to assist Veterans with disabilities secure suitable employ-
ment. I will also ensure that VR&E continues to work closely with DOL on employ-
ment-related issues and engage in joint discussions with DOD, DOL, and other key
external stakeholders to ensure that the transition of Servicemembers into civilian
employment is seamless and non-duplicative.

Question 14. Eligibility for VA’s vocational rehabilitation program requires both
a service-connected disability and a clearly defined employment handicap, as defined
by an impairment of a veteran’s ability to prepare for, obtain, or retain employment
consistent with his or her abilities, aptitudes, and interests. Concerns have been ex-
pressed that in practice, VR&E encourages veterans to take lower paying employ-
ment vice career-oriented professions. What do you believe can be done to address
these concerns?

Response. Now, more than ever, the employment needs of Veterans must remain
among VBA’s top priorities. I understand that many separating Servicemembers
and Veterans want and need immediate employment to ease their transition into
civilian life. As such, VBA’s focus must be to provide services that give Veterans
the option to accept transitional employment while also planning for their careers,
thus ensuring long-term stability and upward mobility in line with each individual’s
skills and interests.

If confirmed, I will make certain that VBA continues to seek new and better ways
to assist disabled Veterans who are striving to achieve employment stability and up-
ward mobility.

Question 15. Under current policies, there is a protracted period of evaluation and
multiple reviews of decisions concerning seriously disabled veterans seeking inde-
pendent living services. If confirmed, will you look into what steps might be taken
to shorten the evaluation period and reduce the layers of the review?

Response. Assisting Veterans with the most severe disabilities is of the utmost
importance. If confirmed, I will discuss with VR&E leadership additional options to
shorten the evaluation period, streamline processes, and reduce the layers of the re-
view for Veterans seeking independent living services.

Question 16. Under Secretary Shinseki’s leadership, VA has gone to great lengths
to develop and implement a fully electronic claims process for GI Bill, and com-
pensation and pension claims. These new technologies still require more develop-
ment and wider adoption. How would you use your leadership to ensure the promise
of each new technology is fully realized?

Response. My career has provided me with significant background in program
management and ensuring projects deliver the desired tools on time and with proper
integration and adoption within an organization. If confirmed, I would seek en-
hancements that put Veterans in control where possible, with easy access to infor-
mation about their claims and the capability to communicate with VA offices and
receive outreach messages through a variety of technologies that match their pref-
erences. VA must ensure that the promises of automation are executed with a com-
mon Veteran-centric focus, and that technological innovations are developed to pro-
vide maximum return to our Veterans. I understand VBA already has a rigorous
schedule of regular meetings with Veterans Service Organizations at multiple levels
to solicit their input on process improvements and transformational initiatives such
as VBMS. This regular interaction and sharing of ideas would remain a high pri-
ority. To realize the promise of paperless processing and other technology enhance-
ments, it is critically important to consult with industry experts and work closely
with the Department’s Office of Information and Technology. If confirmed, I would
also rely on dialog with and input from this Committee as VA refines its strategic
direction along the road to success.

Question 17. VBA has had some success in the past with improving the efficiency
of claims processing by consolidating certain services into fewer offices. What are
your views on the pros and cons of such consolidation?

Response. Generally I believe that opportunities exist to improve service delivery
and achieve greater efficiencies through specialization and consolidation of proc-
essing activities. Consolidation can also facilitate the delivery of standardized train-
ing and quality assurance programs, leading to improved quality and decision con-
sistency. With that said, if confirmed, I would want to look at any consolidation
plans on a case-by-case basis and understand the proposed benefits and potential
downsides to any changes.
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Question 18. What changes, if any, do you anticipate making to the way quality
of claims processing is measured at VBA?

Response. In general, I am a proponent of building quality into a process upfront
as opposed to assessing quality at the end of the development process. I am also
a proponent of measuring quality throughout a process—especially at critical “hand-
off” stages. While I am not in a position at this time to assess the adequacy of the
methods currently used by VBA to measure quality, I am aware that in the com-
pensation and pension area, VBA has a number of methods of assessing quality in-
cluding the Systematic Technical Accuracy Review (STAR) program, consistency as-
sessments, site surveys and special reviews. If confirmed, I will look at each in
depth to determine what, if any, changes are appropriate.

Question 19. Given your background, what areas do you see in which VA and
DOD can do a better job with collaboration and cooperation so that more timely ac-
cess to benefits can be provided?

Response. I see great opportunity in the efforts announced by President Obama,
Secretary Shinseki, and Secretary Gates to create a Virtual Lifetime Electronic
Record of medical and administrative information accessible by both Departments
which would significantly assist in the disability evaluation process. I am excited
by the opportunity to further enhance collaboration through initiatives such as the
Integrated Disability Evaluation System and the eBenefits portal—both designed to
improve information sharing to the benefit of Veterans, family members and sur-
vivors. If confirmed, I look forward to using my background serving in the DOD,
including significant time working with the National Guard and Reserve, to further
enhance our people-centric collaboration and cooperation with DOD.

Question 20. I am interested in hearing about your views on the IOM’s report for
the VDBC on Evaluation of the Presumptive Disability Decision-Making Process for
Veterans. That IOM Committee recommended a new process for VA to follow in es-
tablishing presumptions. Can you please comment on your view of this new process?

Response. I have not read the report, but I understand that this is a very complex
area. If confirmed, I will need to study this subject area further in order to under-
stand more fully the recommendations of the IOM. If confirmed, I would also look
forward to hearing the views of the Committee and Veterans Service Organizations
on this important topic.

Question 21. With respect to presumptive disability decisionmaking, IOM also rec-
ommended a standard of “causal effect.” In some cases, servicemembers may have
been subjected to multiple potential exposures of uncertain dosage. If causation is
unclear, should evidence of increased incidence of certain disabilities be a basis for
service-connection?

Response. Similar to the subject of Question 20, I have not read the report but
understand that this is a very complex area and, if confirmed, I will need to study
it further in order to understand more fully the recommendations of the IOM. If con-
firmed, I would look forward to hearing the views of the Committee and Veterans
Service Organizations on this important topic.

Question 22. VA recently entered into a memorandum of understanding with In-
dian Health Service in order to enhance the services available to Native American
and Alaska Native Veterans. Please describe how you believe VBA can fulfill its re-
sponsibilities under this arrangement.

Response. Although I have not had opportunity to review this agreement with In-
dian Health Services, it is my understanding that through this partnership VBA
will increase access to services and benefits for Native American and Alaska Native
Veterans. If confirmed, I would make it a priority to ensure VBA is fulfilling its re-
sponsibilities under this agreement and developing and implementing innovative
and effective outreach strategies to ensure this population of Veterans are aware of,
and can easily access, their VA benefits.

Question 23. In recent months, contracting out of medical disability examinations
has increased through the implementation of the Integrated Disability Evaluation
System program. Under your leadership, would you continue to rely on contracting
out for these examinations to supplement those that VHA provides?

Response. If confirmed, I would look at the entire examination process and the
various methods and options that are available to ensure medical disability exams
are performed in a complete and timely manner. I would not want to state an opin-
ion until I have been briefed and fully understand all the implications of using or
not using contracting to supplement disability examinations. The Veterans Health
Administration would be a crucial partner for any work in this area.
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Question 24. Do you foresee a time when contracting out of disability medical ex-
aminations will be the norm—and that VHA will not be expected to provide dis-
ability medical examinations?

Response It is my understanding that contract physicians currently perform 20
percent of all C&P examinations. VHA completes the remaining 80 percent. Given
this information, I would not foresee contracting vehicles being used as the sole
source for completing disability examinations.

Question 25. VBA is in the process of developing the Veterans Relationship Man-
agement (VRM) initiative. What is your vision for the development of the next wave
of VRM improvements?

Response. From my understanding, the VRM’s focus is to transform the Veteran’s
experience with VA through greater client-centric operations. I have considerable
experience in assisting clients in implementing customer relationship management
(CRM) systems and software and, if confirmed, look forward to applying that back-
ground to this effort. I was pleased to learn that the next wave of VRM improve-
ments focuses on the iterative deployment of CRM tools. Through state-of-the-art
CRM, VA will begin maintaining a shared record of contacts between VA organiza-
tions and Veteran-clients, which will be critical to achieving a better understanding
of their needs and improving VA’s ability to provide personalized experiences and
superior customer service. If confirmed, I look forward to the opportunity to provide
leadership and direction on this major initiative of extreme importance to Veterans
and their families.

Question 26. VA recently created a new Benefits Assistance Service (BAS) to en-
sure customer satisfaction, among other things. What role do you envision for the
BAS during your term?

Response. From my understanding, the BAS’s goal is to serve as the key VBA or-
ganizational component that directs, coordinates, and oversees an expanded and en-
hanced program of outreach and client services that fulfill VA’s advocacy respon-
sibilities to Veterans and their families. If confirmed, I will work to ensure the BAS
continually assesses and improves awareness, access, and service delivery so that
VA is building proactive relationships with Veterans, and Veterans are provided ac-
curate, professional, and compassionate services every time they contact VA for as-
sistance. I believe this major customer relationship management initiative to pro-
vide multiple access channels and self-service options for Veterans and up-to-date
tools for employees is vital to achieving the client-centered and personalized services
Veterans expect and deserve to receive from VA.

Question 27. Given the fairly recent media controversy over VA’s insurance pro-
grams, do you envision any further changes to the programs to ensure transparency
and confidence in the programs?

Response. Overall I am aware this program has sustained over time a very high
level of customer satisfaction. As I understand it, changes have been made to ensure
that beneficiaries have a clear choice in how they want to receive their insurance
payments. If confirmed, I will constantly look for new ways to further enhance all
programs under VBA’s jurisdiction.

Question 28. Committee oversight too often finds veterans who are unaware of the
benefits available to them. What type of outreach do you have planned to ensure
that Servicemembers and veterans are aware that they can utilize their benefits?

Response. I know the topic of outreach is one that is very important to this Com-
mittee and to VA. If confirmed, ensuring Veterans are aware of and know how to
access their benefits will be a priority for me. From my understanding of current
efforts there are significant outreach activities underway in VBA and across VA.
The eBenefits portal is but one part of this effort, which also includes the use of
social media tools. Part of outreach work entails understanding how Service-
members, Veterans and their dependents access VA information, and then devel-
oping a multi-channel way to connect to them based upon their personal preference.
In my view, VBA’s outreach efforts must proactively engage Servicemembers and
their families (Active Duty, National Guard and Reserve) through early communica-
tion of benefits beginning at accession and throughout their military careers, with
effective communications continuing after separation from service. Outreach pro-
grams must also be redesigned to more effectively engage Veterans and their fami-
lies in their communities. If confirmed, I will work to strengthen partnerships with
Veterans Service Organizations, Federal agencies, and other state and local organi-
zations to ensure VBA’s outreach programs provide the right information and assist-
ance at the right time. It is also crucial to ensure coordination between any VBA
outreach program and other similar efforts across the Department.
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Question 29. Employee training is one of the most crucial efforts VA can put forth
to break the back of the claims backlog by 2015. To that end, do you envision any
changes to the current status or format of employee training?

Response. As a strong proponent of training, I share the emphasis the Committee
has placed on employee training as a tool to break the back of the claims backlog
by 2015. Highly skilled and well-practiced claims processors can deliver benefits to
Veterans accurately, efficiently, and quickly when also provided with the right tools.
I believe improvements can be achieved through standardization of job-skill training
at the national level for both entry-level employees and experienced employees, and
the development of formal training products that can be delivered to employees at
their locations, and when they need the training.

For critical positions that do not currently have nationally standardized curricula,
if confirmed I would focus on new development to provide consistent training to sup-
port consistent performance. For critical positions that already have nationally
standardized curricula, my focus would be on increased emphasis on evaluation and
accountability for completion and to support timely delivery of training that is rel-
evant to national quality issues.

Question 30. Women veterans are the fastest-growing segment of the veterans’
population. And because there are no frontlines on the battlefield in the current
wars, we know that women are engaging in combat with the enemy. Unfortunately,
because of the DOD policy prohibiting women from serving “in combat,” this reality
is not well understood here at home, including by some in VA. This knowledge gap
obviously impacts the ability of women veterans to receive disability benefits from
the VA. What will you do to ensure that all VBA staff are aware that women are
serving in combat and that they must have equal access to the benefits that they
have earned?

Response. As a Veteran and a woman, ensuring women Veterans are receiving
quality benefits, care and customer service is a top priority for me. If confirmed, I
will work to ensure that women Veterans’ unique needs and issues are understood
by our employees and remain at the forefront. Continuous and effective training is
key to ensuring that awareness. When compensation benefits involve physical injury
incurred by women in a combat theater, there should be no inequality in access to
benefits because of the fact the physical injury will be recorded in military treat-
ment records. However, I do know from my own military experience that when dis-
ability benefits involve mental health issues incurred by women based on stressful
events in a combat theater, documentary evidence of the stressful event would often
be difficult to obtain. For that reason, I am very supportive of Secretary Shinseki’s
regulation change related to Post Traumatic Stress Disorder (PTSD) that makes it
easier for Veterans, including women Veterans, to obtain PTSD benefits when the
stressor is based on a fear of hostile military or terrorist activity. This updated ap-
proach to PTSD compensation acknowledges that women are subjected to the same
dangers and stresses as their male counterparts. If confirmed, I will ensure that
comprehensive training programs exist for both new and experienced decision-
makers that appropriately address women’s issues. I will also look to VA’s Center
for Women Veterans, the Advisory Committee on Women Veterans, and the Vet-
erans Health Administration to continue to assist VBA in meeting the needs of
women Veterans.

Question 31. One of the biggest challenges that VA has faced over the course of
the last two years is the implementation of the Post-9/11 GI Bill, which was signed
into law on June 30, 2008, and became fully effective on August 1, 2009. Although
at times, implementation has posed daunting problems with the timely delivery of
benefits, VA has made progress and is moving forward with a long-term solution
for processing and paying benefits to veterans and other students. Have you been
able to make an assessment as to whether VA will be able to meet future timelines
for improvements in this area and what will you do to make sure that it does?

Response. I am aware that VA has established a timeframe for implementing
technology that will expedite the delivery of education benefits. After initial chal-
lenges in implementation of the Post-9/11 GI Bill, I understand that VA has made
significant progress in administering this program and using automation tools to en-
hance delivery of benefits. I am also aware of recent legislative changes that impact
the way VA currently administers the Post-9/11 GI Bill and other benefits. If con-
firmed, I look forward to learning more about VBA’s implementation timeline for the
changes required by the new legislation as well as the overall efforts to develop and
roll out additional technology tools for processing of educational claims and pro-
viding educational benefits.

Question 32. Some of the underlying causes of homelessness among veterans are
inadequate income, lack of affordable housing, and lack of accessible and affordable
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health care. What role, if any, do you believe VBA should play in preventing and
ultimately ending homelessness among veterans?

Response. If confirmed, I am committed to supporting achievement of the Sec-
retary’s goal to eliminate Veteran homelessness within four years. Having served
in a faith-based community effort to assist the homeless of Washington, DC, this
effort is one of the initiatives that drew me to pursue the position of Under Sec-
retary. I have had personal conversations with homeless veterans and am proud to
see VA tackle this issue. I know that VBA is a key partner in achieving the Sec-
retary’s goal. I understand there are Homeless Veterans Outreach Coordinators at
each VA Regional Office to help ensure homeless Veterans and their claims are
properly identified and expeditiously processed. I have been informed that these
Outreach Coordinators also make referrals that incorporate VHA and other Federal
and community partners into the Veteran’s life.

I also understand that VBA’s home loan guaranty program plays a central role
in preventing homelessness by helping Veterans retain their homes in periods of fi-
nancial difficulty. If confirmed, I will work in a collaborative manner with VHA and
other partners inside and outside VA to promote efforts that target this vulnerable
population of Veterans and provide assistance with reintegrating them into the
community.

Question 33. With the increase in the number of women veterans, how do you,
if confirmed as Under Secretary, intend to better utilize the Women Veteran Coordi-
nators at the VA Regional Offices?

Response. As a Veteran and a woman, ensuring women Veterans are receiving
quality benefits, care and customer service is a top priority for me. If confirmed, I
would work to ensure that all VBA Women Veteran Coordinators proactively reach
out to women Veterans within their community. VBA coordinators must receive ap-
propriate training and be equipped with toolkits to advise and counsel women Vet-
erans regarding VA benefits and services. As mentioned earlier, if confirmed, I
would also work closely with the VHA’s Women’s Health Program, VA’s Center for
Women Veterans, and the Advisory Committee on Women Veterans.

Question 34. At the present time, military recruiters are actively recruiting Ser-
vicemembers from countries in the Pacific Islands, such as the Federated States of
Micronesia. Some veterans’ benefits, such as vocational rehabilitation services, VA
home loans, and health care are not normally provided outside of the United States.
In your view, what obligation does the government have to provide non-citizen dis-
abled veterans benefits and services needed to compensate for and overcome the dis-
abilities which they incurred after being recruited into United States military
service?

Response. I have been informed that the primary factor for determining eligibility
to VA benefits is “Veteran status,” which is based on active military, naval or air
service. I understand that non-citizen disabled Veterans are eligible for many of the
same benefits as Veterans who are U.S. citizens and reside outside of the United
States. If confirmed as Under Secretary for Benefits, I will ask for a briefing on this
topic to understand what limits may exist for the provision of benefits outside of
the United States.

Question 35. The Committee has conducted extensive oversight of the Integrated
Disability Evaluation System. It is clear to me that challenges remain in imple-
menting the program worldwide—which is the stated objective of both VA and DOD.
Please describe how you will participate in decisions made with regard to the pro-
gram given that responsibility for the program lies with Policy & Planning?

Response. The Integrated Disability Evaluation System (IDES) effort is a joint VA
and DOD initiative. If confirmed, I look forward to working with external and inter-
nal partners to continue its progress. It is my understanding that the Department’s
VA/DOD Collaboration Service, located within the Office of Policy and Planning,
serves as the coordinating office to ensure that the various VBA and VHA elements
of the organization are aligned in the IDES effort while the actual execution of the
IDES rollout remains with the Administrations. If confirmed, I see my responsibil-
ities in the areas of the Military Services Coordinators and the rating activities in
the IDES. I understand that IDES is on track to be rolled out to all Continental
United States, Hawaii, and Alaska locations prior to October 2011. If confirmed, I
will participate in decisions by having my staff provide me with complete analyses
to include manpower and resource requirements and impact on existing programs
before I make recommendations on the IDES program. It is my understanding that,
if confirmed, I will sit on the Senior Oversight Committee and, in that position, will
{}%\K the opportunity to become actively engaged in any decisions that may impact
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Question 36. What role, if any, do you believe VA has in ensuring that veterans
and others using educational assistance benefits receive quality education and train-
ing experiences?

Response. I share the Secretary’s view that VA plays an important role in ensur-
ing all schools are held to the same quality standards, and that Veterans have ade-
quate information to make informed decisions about how to use their VA education
benefits to obtain a quality education. I am also aware that VA has procedures in
place for oversight of participating schools and educational programs. If confirmed,
I look forward to learning more details about maximizing VA’s strategies for ensur-
ing that Veterans receive a quality education in exchange for their earned VA
benefits.

Question 37. 1 have heard from constituents that very little information is avail-
able to veterans on the Native American Veteran Direct Loan program. What ac-
tions do you intend to take in the way of program outreach, local partnerships, and/
or other mechanisms to ensure that eligible veterans are aware that they may par-
ticipate in this program?

Response. I understand that information regarding the Native American Veteran
Direct Loan (NADL) program is currently available online, provided to separating
Servicemembers during Transition Assistance Program briefings, and through out-
reach to local tribes at conferences sponsored by the Native American Indian Hous-
ing Council and the National Congress of American Indians. If confirmed, I will con-
tinue to work with State Veterans’ Affairs Departments and inter-tribal groups such
as the United Southern and Eastern Tribes to ensure information is distributed to
all appropriate audiences.

Question 38. Are you concerned with any portion of the Administration’s budget
request for FY 2012 as it pertains to VBA?

Response. 1 fully support the President’s Budget. I believe it fully supports the
VBA’s highest priority; eliminating the disability claims backlog and ensuring no
Veteran has to wait more than 125 days for a high-quality decision.

Question 39. The Advisory Committee on Minority Veterans recommended that
VA increase and fund more full-time Minority Veterans Program Coordinator
(MVPC) positions, as the average VBA MVPC spends only twenty-four hours per
quarter targeting outreach activities due to the conflict between the ancillary nature
of this duty and production quotas. Do you think that the MVPC should be a full-
time responsibility? How will you measure and benchmark the impact of VBA’s out-
reach efforts to the minority veterans’ community to ensure that these efforts are
effective?

Response. I believe that VBA’s Minority Veterans Program must be appropriately
staffed to provide effective outreach and assistance to minority Veterans. If con-
firmed, I will work collaboratively with the Center for Minority Veterans to identify
ways to measure and ensure the success of our outreach efforts.

[The Committee questionnaire for Presidential nominees follows:]



NOMITTTES

IS PALT WILL 3E MA

1. Name (including any former names used). Allisen Anp Hickey. Maiden name: Hilsman

2. Address {List current residence, office and mailing addresses).
Home: 43254 Watershed Ct., Ashburn, VA 20147-5314
Work: Accenture, 11951 Freedom Drive, Reston VA 20190-5651

ted. Under Secvetary for Benefits - Veterans Benefits Administration -
Department of Veterans Affairs

6. Place of bi™ (City, state, country]}. Paris, France - Born to military parents stationed abroad.

Tarital status. Married

~

il name of spouse {including maidon name). Rohert Alan Hickey

*
s

drem. Tyler Adam Hickey - 22; Chelsea Aleena Hickey - 21; Michael Adam

9. Names and agss of
Hickey - 15

18, Education {List all post-secondary institutions of higher learuning, dates attended, degree(s)
received, and date degree{s] grant

4

.8 Air Force Academy 1876-1980 B.S, 1980
(firstclass o ad

t women}

Squadron Officer School 1984 Certificate, 1984
Maxwell Alr Force Base

Air Command and Staff College 1954-1895 Certificate, 1995
(by correspondence]}

Air War College 1997-1998 :, 1998

{by correspondence)

National War College 1988-188S M.S, 199
Massachusetts Institute of Technology 2001-2002 Certificate, 2002

(Seminar 21 fellowship, conducted in residence at various sites in the Nations! Capital Region)
E=3 J



ram Management institute 2009-2010 Program Maragement Profoss
Certification, 2010

11, Honors and Awards (List all scholarships, fellowships, honorary degrees, honorary soclety
memberships, and any other special recognition for sutstanding service or achieverment).

None outside of Military Service.

Tps (List all membersaips and offices held in professional, fraternal, business, scholarly,
e, and other organizations for the last ten years. Include the dates of any such

mernberships or offices].

o United States Air Force Academy Associ

2008 - Aug 2009)
o The United States Air Force Academy Falcon Foundation, Trustee, {2009 - Present)
o National Academies of Science - Standing Comimittee for Technology Insight-Gauge, Evaluate and
Review (TIGER), Member, {2009 - Present]

e AcademyWomen, Member, Board of Advisors, (2007 - Present}
Society for Human Resource Professionals, Member, {2009 -Present)
Program Management Institute, Program Management Professional/Member, (2010 - Present)
American Legion, Member, {2006 - 2007)
Crossroads United Mcthodist Church, Chair, Board of Directors (2007-2008)

ion of Graduates, Member, Board of Birectors, {Jan

oyrpent record {List all employment {except military service} since your twenty-first birthday,
including the title, deseription of job, name of employer, location of work, and inclusive dates of
employment].

° Zer, ’vﬁu Az Cﬂp il Man ent and Director, ¢
unity, Acceniure National Sec
gence Ager cy FNV’Aq, Reston, VA en

Provide leadership and oversight io the National Geospatial-Intelligence Agency Human Capital
Management Contract to inciude overall program management, reguirement management, financial
management and studies and analysis for the following Human Capital areas:

o Sirategic Weorkforce Planning and Manpower Management

o Benefits and Retirement Services {Including Leave Bank Transfer Program)

o Workers Compensation Claims

o Work-Life {Wellness) Program

o PecpleSoft Human Resource Information System Personnel Data and Official Personnel Kile

Maintenance

Data Steward - Human Resource Analytics and Diversity Analytics - Employee Climate Surveys

e Recruitment Business Operations, Marketing and Advertising and Biversity Recruiting Studies

Empiloyee Entry on Buty

e Process improvement/Lean Six Sigma

o Special Studies and Analysis

o Lead a team of 50+ contract employees in three geographically distributed Jocations under a
complex contract siructure that includes Cost plus Fixed Fee, Fixed Fee [with Acceptable Quality
Levels) and Level of Zffort with incentive awards for performance to criteria. [nsured contract

2

©
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14.
National Guard) with inclusive
assignment, descriptions of assignments, any mili

o

Managemen® analy=¢ {techni

22

delivery is conducted ¢n time and on cost. Sustained Client awarded Program Management
sceres in the Excellent cate

<
Served as Accenture L»aa»rs pity] ATDaSS:;ﬁOT

Frre on contratt to Dirertor ef
- Raztan WA: Feb 0B - Sept

Provided leadership and oversight to the DNI Open Source Center Con he areas of:
Process improvement and reengineering, Lean Six Sigma; marketing and brand strategy;
customer survey development, distribution and analysis; user sxperience or web diagnostics;
enterprise business requirements and data governance for a new Customer Relationship
Management System (CRMS); including responsibility for project management, requirement
manragement, financial ma'lagement and studies and aﬁalysxs

Accenture Additional Duty: Designed and developed Accenture Internal Defense Industry
computer based training for all Accenture employees understanding of Defense processes,
terminology and insight.

ennsylvania Air

nal G

Security Forces Superintendent, Bio-Environmenta l wecxalkst and aquad*on Moodlty Program
Developed Family Program from irception and served as Charge during
preparations and mobilizations for Desert Shicld/Besert Storm. Served as the Unit Kxercise

Evaluation Team Chief and Survival and Recovery Center Commander. Develeped and conducted
five major Operaticnal Readiness Exercises 2o test unit-wide readiness for war time mission.

itary Service (List all military service {including reserve compenents and National Guard or Alr
ates of e, rank, titles, permanent duty stations and units of
ary medals, and type of discharge].

vi

ters U

?mj’{agmﬂ, 'W

Provided leadership and oversight for four divisions in the areas of Air Force strategic planning,
mission development, public and congressional affairs, and program and resource
T over 140 new units worth $4 billion across nearly every state and territory
=d missions, equipment, funding, training, infrastructure, processes, policies,
legislation, instructions and doctrine. Respons for the stand-up and day-to-day staff
operations, personne! actions and policies of the directorate which included military, civilian
personnel and coniractors
Led two year extensive Air Force strategic planning effort (Future Total Force/Total Force
integration) inciuding focused study and analysis effort to identify, pricritize and implementa
comprehensive shift in the business plan for this world-wide 500,000 persen organization. Plan
directly impacted more than 50,000 members of the Air Force, Air Natioral Guard and the Air
Force Reserve. Transformed the USAF Total Force projected future force roadmaps.
guiarly conducted thousands of Senior Executive stakehelder meetings, briefings and
sotiations. Regularly conducted media inierviews and Congressionai visiis.
ses, procedures, governances, standards, and agreements to insure the
sustainment and pioneering of new methodologies to guarantee idea impiementation such as
3

and their associa
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transparent and collaborative information sharing systems to provide ali stakeholders real-time
common operating picture across the command,

o Led merger of over 60 different business units to create efficiencies to fund new acquisitions and
missions while sustaining and transitioning critical human capital. Recornmended, advocated
and implemented solutions that prioritized the airman.

Assistani Dey

Foron (HAFJAS?

responsibility for developing and implementing Future Concepts and Transformaticn; Long
Range Plans; Strategy; Future Total Force; and the Quadrennial Defense Review. Responsible for
the coordination of these areas with other services and aliies including a formal iiaison to the
United Xingdom Royal Air Forces and Canadian Air Forces - as well as industry, academia and
advanced research and technology labs.

s Responsible for the Air Force's development of the Office of the Secretary of Befense
ight Plans ~ which directed institutional change across all areas of
ificant implications to Strategic

Transformation
ization, technelogy and concepts of operations with sign

ree Planning and the Air Force Human Capital Strategic Plan.

o Led an Air Force-wide study on Force Development and Career Paths called "Leaders without
Borders” which fundamentally changed the methods by which senicr leadership opportunities
increased for the Total Force including Active Duty, Nationai Guard, Reserve, and Civilian Senior

cutive Service,

ofe

e Positioned the Air Force for the Quadrennial Defense Review t‘!rough An Force Vision
Bocument cailed “Future Vectors” wi became foundational
Foree decisions for the next 15-20 years.

T

Forge F
T Force, F

ture Concepls and on (HAF/ABXC), T
entagon, Washington, DC: March uB - March 04

o Led a division responsible for deveioping and implementing USA¥F Long-range, str:

planning through coordination with other services, allies, industry, academia and advanced
research and technology labs—captured, evaluated and synthesized innovative ideas on
forefrent of advanced technology or new concepts and incorperated these concept studies into
Alr Force planning. Responsible for the development of investigative techniques using
modeling, simulation and war-gaming to determine the most promising operational concepts
and associated alternative force structure and manpower opiticns. Responsible for the
development, execution and ssment of the Alr Force 2004 Future Capab
r the {irst gime as a senior officer development tool. Major contributor to the
ce Planning efforts thet aligned with the

es Game and

used the game
Officer of 2030 study and ongoing Strategic Wo
directed changes in vision and mission for the United States Air Force

, 0% rce of the

s Gro
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Masters of Science in Nati
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Provided direct unfiltered advice to the Chief and Director on planning and programming;
homeland securitv/homeland defense; Global War On Terrvor [GWOT); Quadrennial Defense
Review; Bese Realignment And Closure (BRAC); Office of the Secretary of Defense and Joint
Chiefs of Staff (JCS) Studies; Transformation policies and initiatives and personnel policies and
initiatives effecting an organization of 458,000 members of the Army and Air National Guard
across 54 States and territories with an $18 billien budget and over 2700 sites. Led the early
efforis to establish policy {or the State Joint Force Headguarters in every state and territory.

the Direrctor of the Al

: june 99 ~ Oct 02

attvos

Led the Director of the Air National Guard’s Strategic Initiatives Greup, including the Air
National Guard lead for ali QD R inputs and numerous strategic studies and analysis. Led 7 major
strategic studies and created the first ever Air National Guard Resource Guide -
comprehensive compilation of data to inform senior leaders and stakehclders about the Air
Natignal Guard. Led the highly successful “Year of” campalign including: Year of the Enlisted
Force; Year of the Family; Year of Diversity; and Year of the Employer Support to the Guard and
Reserve in which many improvements were made in each, resulting in overall positive changes
to recruiting, readiness, mobilization sustainment, family and employer suppert, human capital
strategies, processes and policies; resources; regulatory instruction and awards. Speech and

iesumc,ny writer.

i Guard funded family
ticipation of what

st-ever Air Natio

Brokered several strategic initiatives including the §
readiness and support program at 92 installations across the nation in
proved to be historically high volunteerism and deployment levels — especially in the wake of
9-11 and GWOT requirements.

Responsibie for al! Strategic Communications for the Birector, Air National Guard

College, For? Lestey ). McNafr, Washington 77 Aug 98 - June 99

ral Security Strategy

Member, Strategy Analyst, Tota! Force Subject Matler Expert, Force Structure analyst, and
Organizational Design expert. Lead project officer on two of the most significant strategic
structural changes to the United States Air Force: the Future Total Force Initiative and Air Force
v Operations Besign.

Expeditionar

Supervisor of 15 Staff and 200 Adjunct Instructers. Category 3 Unit Quality Award Examiner.
Strategic Planning Expert and Advisor to Blue Ribbon Commission; Secretary of the Alr Force
Unit Quality Award (Baldrige Award Category 3 (Strategic Planning)); Architect of Air Force and

3

i



25

Alr Nationa! Guard Strategic Planning Processes. Developed eight comprehensive, award-
winning courses and instructed over 50,000 students {all ranks--Enlisted to General Officers) in
a four year periad. Facilitated over 100 senior leader strategic planning efforts.

Alr National

Planning Cfrer, Pe

@
une 92 - 3
for Pennsylvania Air National Guard across all
cally focused en Quali*y Management iraining to include

leadership training; teams, toels and technigues for operational process improvement;
measurement and analysis and strategic plan develepmont, tracking and implementation. Also
responsible for reporiing state-wide training performance in readiness areas.

° er, Personnel O cer,

ug 50 ~ june 92

© Responsible for all personnel actions associated with a 1500 person unit Including training,

ployment readiness, security readiness, medical readiness, and family
2 Unit Survival and Recovery Center Commander and the Project
se Evaluation Team

| records, d

cer for the units Operational Readiness Inspection, Served as Unit Exe
. Served as Technician, daily supervision of Security Police, Medical Clinic, and Bio

Environment office.

ison Officer, Pennsylvania Region, §

s US Alr Force Academy

2 school counselors,
Foree Academy

orce educational opportuniil

o Provided information about Air ¥
adminisiraters and prospective cadets in th
and Air Force Reserve Gificer Training Corps programs and admissions procedures to young

tially qualified and interested in an Air Force career.

=

Pennsylvania regicn. Explained

men and women pote

fons Moz

tor, Performanc

@ i
=sion Scheduler, 32 Afr Refueling Sgua :, Barksdale A
s Performed global operational air refueling/cargo missions in support of NATC and multiservice
agencies. As wing scheduler integrated complex mission variables inte challenging, highly
efficient mission scenarios for the wing’s two tactical KC-10 squadrons. Single point of contact
for commitment and employment of all KC-19 resources to headguarters and short-notice Joint
Chiefs of Staff-directed global deployments. Managed a $60 million annual Sying budgetand
$1.2 biilion in aircraft assets as weil as a 10,000 flying hour allocation and 2,200 sorties. Project
Officer for 8% Air Force Memerial Family Recreation Center.
<2

ining officer, Al

nalyst &

&
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ted studies and Analysis on Civi

Highly competitive Air Force Officer Fellow Program: con
End strength policies, laws, resources, pay and compensation modernization, competencies, and
benefits, Member - Personnel Activities Panel; Defense Management Rescurce Board; Advecacy
ir ¥orce Family Support Centers; Pilot Incentive Pay; and Survey Design, Develcpment and
ion. Testimory

elopment.

S Commander, Superviser of Flylng - 272 PMW, 9055 A1 Re!
Sq&aa’rﬂn, Gram; L‘oms AFB, ND: Nov 81 - Oct 85

million

fe in-flight operation of a nt

ft Commander and Pilot, respensibl g
sns and formetions.

t. Lead multiple KC-135 aircraft global refu

Maintained readiness of crew in support of the Single Zntcgra'tcd Operational Plan. Additionally
erved as Licutenants Professional Bevelopment Program Flight unmmﬁjpmr@ Instructor,

Seif-inspection Monitor, Histerical Officer and Wing Sup

Decorations Monitor, and Performance Reporis Monitor.

. 24% Flying Trainim

g: Senior pilot
Fiight hours: More than 1,500

Alrcraft flown: T-37, T-38, KC-135A and XC-10A

MAJOR AWARDS AND DECOR,
Distinguished Sexvice Medal
Legion of Merit

Meritorious Service Medal with oak feaf cluster

Air Foree Commendation Medal with cak leaf cluster
Air Force Achievement Medal

Cutstanding Unit Award with oak leaf cluster
Combat Readiness Medal with cak leaf cluster
National Defense Service Medal with bronze star

three oak leaf clusters

ir Force Longevity Award witl
Air Force Training Ribbon

EMENTS

hed graduat al co-pilot trainin
hed graduate aft Commander
r of the Year, Air Division Nominee for 15AF junior Officer of the Year

S OQF PROM
utenant - May 28, 1

cutenant - May 28, 198
May 28, 1984




27

Major - Jar 21, 1981

Lieutenant Celonel - April 1, 1998
Colonel - March 30, Z000
Brigadier General - Nov 3, 2004

FIRED EFFECTIVE: November 30, 2007 - Honorable Discharge

16. Pubiished ents (in last 10 years)

(2] List the titles, publishers, and dates of books, articles, reports, letters to the editor, editerial
pieces, or other published materials you have written or edited, including materials appearing
only on the Internet. {Copies of any such materials may be requested by the Committee.}

o Avoiding Technology Surprise for Tomorrow's Warfighter--Symposium 2010,
o for the Symposium on Avoiding Technology Surprise for
cience, 2010,

{Reviewer/Editer], Comm
Tomorrow’s Warfighter, National Academies of

http://wwwBnationalacademies.org/cn/committeeview.aspx?key=49211;

o Examination of the US Air Force’s Science, Technology, Engineering and Mathematics
Workforce Meeds in the Future and it’s Strategy to Meet Those Needs, [Reviewer/Editor),
Comimiitee on Examination of the U.S. Air Force's Science, Technology, Engineering, and
Mathematics (STEM) Workforce Needs in the Future and Its Strategy to Meet Those Needs,
National Research Council, 2010, http://www.nap.edu/catalog.php?record id=12718

(b} List any reports, memoranda, or policy statements you prepared or contriputed in the
preparation of on behalf of any association, commitiee, conference, or srganization of which you
were or are a member.

o The Rise of Gemes and High Performance Computing for Modeling and Simulation (DEPS),
{Contributing Author of Chapter 4), Naticnal Academies of Science, Committee on Modeling,
Simulation, and Games - Standing Committee for Technology Insight-Gauge, Hvaluate and
Review {TIGER), hitp://sites.nationalacademies.crg/DEPS/BEPS 055401, Released jaruary
26,2010

o Chapter 7: interagency Interoperability: Redefining “Joininess” {Primary Contributing
Aathoer of Chapter 7) from the Report of the Defense Science Board Task Force on Achleving
Interoperability in an Net-Centric Environment - Report Title: “Creating an Assured joint
Dob und Interagency Interoperable Net-Centric Enterprise” March 2009
b/ fwwwaca.osd.mil/dsh/reports /ABAASE57 7.0

¢ to matters of

(c) tany testimony, offizizl statements or other communications relati
public policy that you have issued or provided or that others presented on your behall 1o public
bodies or officials.
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None.

{d) Listany speeches or falks delivered by you, including commencement speeches, remarxs,

ia

ctures, panel discussions, conferences, political speeches, and question-and-answer sessions.

include the dates and places where such speeches or talks were given.

Natioral Geospatial-Intelligence Agency Air Force Birthday, Key Note Sgeaker, September
18, 2009, Bethesda, MD

Andrews Joini Base Women's History Month, Key Note Speaker, May 2010, Andrews joint
Base, MD
99’s Regional Conference, Women in Aviation, Key Note Speaker, October 2007, Leesburg,
VA

AcademyWomen Symposium:- Subjects: Mentoring Women and Transitioning from Miiitary
Service, Panel Member for hoth, Cctober 2007, Qctober 2008 respectively, Women in

M
Numerous Air Force Briefings and Presentations - all approved by Public
Official Government Business, 2003 - 2007.

itary Service Memorial, Arlington, VA
irs and on

(e} Listail interviews you have given te newspapers, magazines or other publicaticns, and radio
or television staticns (including the dates of such interviews).

o Mobile Training: Don't Leave Home Without Your Bluckberry, Training Magazine,
September 21, 2009, hitp://www.irainingmag.com/article/mobile-training-dont-
ithout-your-blackberry

leave-hore-y
o Leadership in Focus, Center for Leadership Development und Research, Stanford
University, featured training videos on Organizational Culture and biversity, 2007 ,
http://www.leadershipinfocus.net/2-
g/index.cimlevent=location.index&section=search resulis&cat type=4&cat=Militarv%

o Supporting the Future Y'otal Force, RAND Corporation, Profect Afr Force,
2007(interviewed but not quoted)
http:/ /www.rand.org/content/dam/rand/puds/menogranhs /2007 /RAND MG539.ndf

o Conversations with Brig. Gen. Allison Hickey, Aerospace America, Nov 2607,

htips://www.alaa.org/aerospace ‘mages/articleimages/pdf/Conversations NOV07.pd
£

o A New Bawn for Total Force, Air Force Magazine, April 12, 2007 http:/ /www.a
magazine.com/Features/grganization/Pages/box041207otalforee. aspx\

o Allison Hickey: A woman of many firsts, Air Force News, March 14, 2007,
attp://www.afmil/news/story.asp?id=123040074

o Guardsmen shift roles to align more with Air Force, National Defense Magazine, Dec
2008,
htip://www.nzationaldefensemagazine.org/archive /2006 /Becember/Pages/Guardsme
nshifi2784.aspx

o The future total force: new directorate shaping the Air Force of tomorrew today, Cr
Airman, Dec 1, 2065
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hitp://www.thefreelibrary com/The+fulure+iotal+force%3A+newrdirectorate+shapi
ng-the+Air+Force+of..-a0141173069

o USAF To Boost ISR Funding Share, Air Force News, October 2005
hbtp:/ /www.airforceots.com/portal/modules. php?name=News&file=ar

o Move to Merge Air Force, Guard Units Derailed by Base Closures, National Defense
Maguzine, September 2005

[ /www aldefensemag

75658.aspx
o Senior lsaders speak on future fotal force initiative, Alr Force News, June 2005,
hitn://www giobalsecurity.org/military/library /fnews/2005/06 /mil-050607-
o {nformation technology is key to Air Force 2020, Military &Aerospace Electronics, Nov 1,
2664
hten://www.militarvaerospace.com/index/display/article-
display/215428/articles/militarv-aerospace-electronics /volume-15 fissue-
11/features/informati echnology-is-key-1o-air-f 020.html
ent Surveiliance Mudel Future Combat, SIGNAL Magazine, May 2664
www.afcea.org/signal/articles/templates/SIGNAL Article Templateasp?articlel
Z2&roneid=15
o Documentary: Wings of their Own, March 2003

tions snd activitles

{a] List all financial contributions to any political party or election committee during the last 10

vears.
I am unable to find any record making a financial contribution to any political party or election

committee, I may have made a contribution of $100 or less to Hillary Clinton’s presidential
campaign hut have no recerd of such 2 contribution so I am unahle to confirm its existence,

(b) List all elective public offices for which you have been a candidate and the month and year of

© election involved.

{c) List all memberships and offices held in and services rendered, whether compensated or nol,
to any political party or election commitiee.

None.

18. Future emp
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{a} State whether you will sever all connections s

h your present employer, business firm,
association, or organization if yeu are confirmed hy the Se

Yes.

(&} State whether you have any plans after completing Government service fo resume

employment, affiliation, or practice with your previous emplover, business firm, association, or
organization.
None.

(c} What commitments, if any, have beer made to you for employment after you leave Federal

service?
None.

{d) (If appointed for a term of specified duration) Do you intend to serve the full term for which
you havz been anpointed?

Yes.

{e]} {If appointed for an indefinite period) Do you intend to serve untif the next Presidential
election?

Yes,

(a} Describe any financial arrangements, deferred compensation agreements, or other
continuing financial, business, or professional dealings which you have with husiness associates,
clients, or customers who will be affected by policies which you will influence in the position to
which you have been nominated.

In connection with the nomination process, I have consulted with the Gffice of Government

Ethics and the Department of Veterans Affairs designated agency ethics official to identify
ts of interest will be resclved in accordance

potential conflicts of interest. Any potential con
with the terms of an ethics agreement that I have entered into with the Department's designated
ia! and that has been provided to this Committes. [am not aware of any other

agency ethics
potential conflicts of interest.

could be

{b] List any investments, obiigations, Habilities, or sther firancial relationships whic

affected hy pelicies which you will influence in the position te which you have been nominated.

in connection with the nomination process, [ have consulted with the Office o
Ethics and the Depariment of Veterans Affairs designated agency ethics official
potential conflicts of interest. Any potential conflicts of interest will be resolved iz accordance

ntify

with the terms of an ethics agreement that | have entered into with the Department’s designated
g
cs official and that has been provided to this Committee. | am not aware of any other

agency e
potential conflicts of interest.

o
o
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Describe any business relationship, dealing, or fnancial transaction which you have had
ine e last 5 years, whether for yourself, on benalf of a client, or acting as an agent, that
constitutes a potential conflict of interest with the position to which you have been nominated.

if

In connection with the nomination process, | have consulted with the Cffice of Government
the Department of Veteraus Affairs designated agency ¢
patential conflicts of interest. Any potential conflicts of interest will be resolved in accerdance

with the terms of an £*hics agreement that | have entered inte with the Department’s designated
; and that has been provided to this Committes. 1am not aware of any other

Ethics and cial to identify

{d} Describe any activity Guring t-e past 16 years in which you have engaged for the purpose of
directly or indirectly influencing the passage, defeat, or modification of any legislation or
aw or public policy. Activities performed as an

be listed.

affecting *h» adminisiration and execution

employes of the Federal governntent need «
None.

{e] kxplain how you will resoive any potential cenflict of interest that may be disclosed by your
thar agreements involved

responses to the abgve items. (Please provide a copy of any trustor ¢
3

in Part!

ith the nomination process, 1 have consulted with the Office of Government
¢ Veterans Affairs designated agency ethics official to identify
conflicts of interest will be resclved in accordance

Inconnectionw

Ethics and the Department
erest. Any potent
with the terms of an ethics agreement
agency ethics official and that has been provided to this Comr
potential conflicts of interest.

potential conflicts o

have entered into with the Bepartment's designated

tee. [am not aware of any other

srated commitice of the Congress

(2) Do you agree to appear and testify before any duly con
upon the request of such committee?

{b) Do yeu agree to provide such information as is requested by such a committes?

[y
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[A letter from the Office of Government Ethics follows:]

JAN 24 200

The tlonorabic Danicl K. Akaka
Chairman

Commitiee on Veterans”™ Affairs
United States Senate
Washington, 3C 26510

Dear Mr. Chairmaa:

Ta accordance with the Ethics in Government Act of 1978, Tenclose a copy of the
financial disclosure report filed by Allison A. Hickey, who has becn nominated by President
Obama (or the position of Under Secrctary for Benefits of the Department of Veterans® Affairs.

We have reviewed the report and have aiso obtained advice from the agency concerning
any possibic conflict in light of its functions and the nominee’s proposed dutics. Also enclosed
is an cthics agreement outlining the actions that the nominee will undertake to avoid conflicts of
interest.  {nless a date for compliance is indicated in the ethics agreement, the nomince must
fully comply within three months of confirmation with any action specified in the cthics
agreement.

Bascd thercon, we believe that this nominee is in compliance with applicable laws and
regulations governing conflicts of interest.

Singere

/éﬁ 7 Ay %

Robert I. Cusick
Director

Enclosures
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[Letter from the nominee to the Office of Legal Counsel, U.S. De-
partment of Veterans Affairs:]

January 7, 2011

Mr. Walter A, Hall (023)

Assistant General Counsel and
Designated Agency Ethics Cfficial

U.S. Depariment of Veterans Affairs

‘Washington, D.C. 20420

Dear Mr. Hall:

The purpose of this letter is to describe the steps that | will take to avoid any
actual or apparent conflict of interest in the event that | am cenfirmed for the position of
Under Secretary for Benefits of the U.S. Department of Veterans Affairs.

As reguired by 18 U.S.C. § 208(a), | will not participats personaliy and
substantially in any particular matter that has a direct and predictable effect on my
financial inlerests or those of any person whose interests are imputed to me, unless §
first obiain a written waiver, pursuant to 18 U.S8.C. § 208(b)(1), or qualify for a regulatory
exemption, pursuant to 18 U.S.C. § 208(b){2). | understand that the interests of the
following persons are imputed to me: any spouse or minor child of mine; any general
partner of a parinership in which | am a limited or general partner; any organization in
which | serve as officer, direclor, trustee, general pariner or employee; and any person
or organization with which | am negotiating or have an arrangement concerning
prospective employment.

I currently serve as a Program Manager for Accenture National Security
Services, a wholly-owned subsidiary of Accenture. Upon confirmation [ will resign this
position. For a period of one year after my resignation, | will not participate personally
and substantially in any particular matier involving specific parfies in which Accenture is
a party or represents a party, uniess | am first authorized o participate, pursuant to 5
C.F.R. § 2635.502(c).

i currently serve as a trustee of the United Stales Air Force Academy Falcon
Foundation. Upon confirmation § will resign from this position. For a period of one year
after my resignation, | will not participate personally and substantially in any particular
matter involving specific parties in which this entity is a parly or represents a party,
unless | am first autherized o pariicipate, pursuant to 5 C.F.R. § 2835.502(d).

| am also 2 member cf the AcademyWomen Board of Advisors; and a member of
the National Academy of Science Standing Committee for Technology, Insight and
Gauge, Evaluate and Review. Upon confirmation, | will resign from these positions.
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2.
Walter A. Hail (023)

Finally, | understand that as an appoiniee | am required o sign the Ethics Pledge
{Exec. Order No. 13480) and that | will be bound by the reguirements and restrictions
therein in addition fo the commitments | have mads in this and any other ethics

agreement.
Sincerely, M
ifison A Hickey ;Z—s
B'}g General (USAF Ret.}

Chairman MURRAY. Thank you very much, General Hickey.
Mr. Muro.

STATEMENT OF STEVE L. MURO, NOMINEE TO BE UNDER SEC-
RETARY FOR MEMORIAL AFFAIRS, NATIONAL CEMETERY
ADMINISTRATION, U.S. DEPARTMENT OF VETERANS
AFFAIRS

Mr. MuURO. Chairman Murray, Ranking Member Burr, distin-
guished Members of the Committee, good morning and thank you
for the opportunity to appear before you today.

It is a great honor to be the President’s nominee to serve as
Under Secretary for Memorial Affairs for the Department of Vet-
erans Affairs, National Cemetery Administration. I am honored by
the trust Secretary Shinseki has placed in me.

The National Cemetery Administration is meeting the needs of
veterans through innovation and increased access to benefits. We
are providing a lasting tribute to veterans across the centuries,
from the Civil War to the conflicts of today.

Before I continue, let me also recognize the veterans service orga-
nizations in the room today. I want to thank them. Throughout my
career, they have been a support, and I appreciate all the support
they have given me.

If confirmed, I intend to continue that close collaboration,
leveraging their ideas to find and implement solutions for our vet-
erans.

NCA is truly a remarkable organization where a wage-grade auto
mechanic, such as myself, may rise through the ranks to the posi-
tion of Acting Under Secretary for Memorial Affairs. I have devoted
my entire career to serving the organization in various positions in-
cluding: Cemetery Director, Director of Memorial Service Network
V, Director of the Office of Field Programs, Deputy Under Sec-
retary, my current position as Acting Under Secretary for Memo-
rial Affairs.

In these senior leadership positions, I directed the largest expan-
sion of the National Cemetery System since the Civil War, by plan-
ning, constructing, and opening 11 new national cemeteries.
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The entire organization is committed to serving veterans and
their families with the highest level of customer service. For four
consecutive times over the last decade, the National Cemetery Ad-
ministration has achieved the top rating in the Nation on the
American Customer Satisfaction Index, established by the Univer-
sity of Michigan.

NCA’s scores exceeded those of over 100 Federal agencies and
the Nation’s top corporations such as Ford, FedEx and Coca Cola.
We are not surprised by these scores and results since more than
70 percent of our workforce are veterans.

NCA leads Federal agencies in the percentage of employees that
are veterans, including 190 veterans who have served in Oper-
ations Enduring Freedom and Iraqi Freedom. NCA accomplish-
ments are due to relentless focus on three goals: fostering a culture
of accountability, maintaining our national cemeteries as national
shrines; and, most importantly, meeting and exceeding the expecta-
tions of veterans and their families in the one chance NCA has to
s?rve them as we commit their loved ones to their final resting
place.

During my 33-year career, I have expanded burial access so that
nearly 90 percent of veterans benefit from a burial option in a na-
tional cemetery or State veterans cemetery within 75 miles of their
residence.

We have incorporated state-of-the-art technology for record keep-
ing and claims processing and we have instituted organizational
standards and performance measures across all business lines.

Our management approach has made our operations more effi-
cient. Our National Cemetery Training Center reinforces customer,
service and performance standards by addressing professional de-
velopment throughout NCA. Our National Scheduling Office cen-
tralizes eligibility determinations and scheduling across the
system.

If confirmed, under my leadership, NCA will continue to focus on
innovations, partnerships, and efficiencies. For example, by using
pre-placed crypts nationwide, we have saved land and reduced
maintenance and operational costs.

We are generating renewable energy by harnessing wind and
solar power, employing new technologies to improve accountability
and reaching out to the newest generation of servicemembers and
their families with social media.

In addition, we are embarking on a study of emerging burial
practices and surveying our veterans and their families for their
preferences for memorial benefits.

Our partnerships with the States through the Veterans Cemetery
Grant Program are vital to meeting veterans’ burial needs in rural
and tribal areas. Recently, Congress expanded the grant program
so that we may assist States in meeting national shrine standards
of appearance with operations and maintenance grants.

If confirmed, I will continue to be a tireless steward of the na-
tional cemeteries entrusted to our care that serve as national
shrines that honor the sacrifices of the Nation’s veterans.

I am grateful for the opportunity to come before you this morning
to offer my vision for this agency to which I have dedicated my
life’s work.
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Thank you again. I look forward to answering your questions.
[The prepared statement of Mr. Muro follows:]

PREPARED STATEMENT OF STEVE L. MURO, NOMINEE TO BE UNDER SECRETARY FOR
MEMORIAL AFFAIRS, NATIONAL CEMETERY ADMINISTRATION, U.S. DEPARTMENT OF
VETERANS AFFAIRS

Chairman Murray, Ranking Member Burr, distinguished Members of the Com-
mittee: good morning and thank you for the opportunity to appear before you today.
It is a great honor to be here today as the President’s nominee to serve as Under
Secretary for Memorial Affairs for the Department of Veterans Affairs (VA)'s Na-
tional Cemetery Administration (NCA).

I would like to introduce my family here with me—Dr. Linda Johnson, and my
daughter, Amanda—and although not able to attend, I would like to acknowledge
my son, Steve, my daughter-in-law, Rebecca, and my grandson, Stevie—without
their help and support, I would not be here before you today.

In my current position as Acting Under Secretary for Memorial Affairs, I am hon-
ored by the trust Secretary Shinseki has placed in me, and in the dedicated men
and women I am privileged to lead, in serving Veterans and their families. In con-
cert with the Veterans Benefits and Veterans Health Administrations, the National
Cemetery Administration is meeting the needs of Veterans through innovation and
increased access to benefits. We are doing this today based on a long-standing tradi-
tion of providing a lasting tribute to Veterans across the centuries, from the Civil
War to the conflicts today in Iraq and Afghanistan. If confirmed, I am committed
to continuing that important work.

Before I continue, let me also recognize the presence here today of our Veterans
Service Organizations. I have worked with many of them throughout my career and
I have greatly appreciated their support and counsel. If confirmed, I intend to con-
tinue that close collaboration, leveraging their ideas to find and implement solutions
for our Veterans and their families.

NCA is truly a remarkable organization where a Wage Grade auto mechanic, such
as myself, may rise through the ranks based on a commitment to serve Veterans
“who shall have borne the battle, and for his widow, and his orphan” and serve in
the position of Acting Under Secretary for Memorial Affairs. I have devoted my en-
tire career to fulfilling NCA’s mission while serving in various positions throughout
the organization. Following my service in the U.S. Navy, I served in many NCA
leadership positions including leading and directing the staffs of six different na-
tional cemeteries, overseeing 18 cemeteries in seven western States as the Director
of Memorial Service Network V, serving as the Director of the Office of Field Pro-
grams in Central Office and later as Deputy Under Secretary for Memorial Affairs,
leading me to my current position. In these senior leadership positions, I have had
the opportunity, working with the talented employees of NCA, to direct the largest
expansion of the National Cemetery System since the Civil War—planning, con-
structing and opening 11 new national cemeteries.

Based on my broad experience, I can tell you that every level of the organization
is committed to serving Veterans and their families with the highest level of cus-
tomer service. NCA achieved the top rating in the Nation four consecutive times on
the prestigious American Customer Satisfaction Index (ACSI) established by the
University of Michigan. On the most recent 2010 survey and over the past decade,
NCA'’s scores exceeded those of over 100 Federal agencies and the Nation’s top cor-
porations including Ford, FedEx and Coca Cola. Our own surveys of our customers
confirm this exceptional level of performance. In 2010, 98% of our survey respond-
ents rated the appearance of national cemeteries as excellent; and 95% rated the
quality of service as excellent.

We are not surprised by these results since more than 70 percent of our workforce
has served in our Armed Forces. NCA leads Federal agencies in the percentage of
employees who are Veterans, including over 190 Veterans who have served in Oper-
ations Enduring Freedom and Iraqi Freedom.

NCA accomplishments are due to relentless focus on three goals: 1) fostering a
culture of accountability; 2) maintaining our national cemeteries as national shrines
by continually improving our operations and performance standards; and 3) most
importantly, meeting and exceeding the expectations of Veterans and family mem-
bers in the one chance NCA has to serve them in their hour of need, as we commit
their loved ones to their final resting places.

I am proud to be part of an organization that continually seeks to raise the bar
and look for new ways to serve Veterans and their families. During my 33-year ca-
reer, we have expanded burial access so that nearly 90% of Veterans—about 20 mil-
lion—Dbenefit from a burial option in a National or State Veterans cemetery within
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75 miles of their residence; we have incorporated state-of-the-art-technology for rec-
ordkeeping and claims processing; and we have instituted comprehensive organiza-
tional standards and performance measures across all business lines.

Our eligibility experts staff a centralized Scheduling Office operating 7:00 a.m. to
6:30 p.m. CST, 7 days a week (362 days/year). Our National Training Center rein-
forces customer service and performance standards by addressing professional devel-
opment at every level of our workforce, from grounds maintenance to grief coun-
seling and supervisor training. If confirmed, my focus will continue to be to provide
the best service through efficiencies, innovations, and partnerships.

Today, by using pre-placed crypts nationwide, we save land and reduce our main-
tenance and operational costs; these efficiencies ensure we can provide burial access
for more years and are an example of NCA leading the industry with best practices.
We are generating renewable energy by harnessing wind and solar power, employ-
ing technologies like Geographic Information Systems to improve accountability, and
reaching out to the newest generation of Servicemembers and their families with
social media and other emerging outlets. In addition, we are embarking on a study
of emerging burial practices and surveying our Veterans and their families for their
preferences for memorial benefits that honor their military service.

Our partnerships with the States through the Veterans Cemetery Grants Program
are vital to meeting Veterans’ burial needs in rural and tribal areas. Recently, Con-
gress expanded the grant program, so now we may assist States in meeting national
shrine standards of appearance with operations and maintenance grants.

If confirmed, I will apply my intimate knowledge of NCA in collaboration with
Veterans and their families, Veterans Service Organizations and Congress to meet
the evolving needs of a new generation of Veterans. I will continue to be a tireless
steward of the national cemeteries entrusted to our care that serve as national
shrines that honor the sacrifices of our Nation’s Veterans. I am grateful for the op-
portunity to come before you this morning to offer my vision for this agency to which
I have dedicated my life’s work. Thank you again.

I look forward to answering any questions you may have.

RESPONSE TO PREHEARING QUESTIONS SUBMITTED BY HON. PATTY MURRAY TO STEVE
MURO TO BE UNDER SECRETARY FOR MEMORIAL AFFAIRS, U.S. DEPARTMENT OF
VETERANS AFFAIRS

Question 1. Have you formulated any thoughts on what your job responsibilities
will be and how you will approach those responsibilities if confirmed?

Response. Having served as Acting Under Secretary for Memorial Affairs for the
last two years, I am very familiar with the roles and responsibilities of this position
and if confirmed I look forward to continuing my work fulfilling them. Dignity and
respect for Veterans and their families is, and if confirmed will be, at the center
of my work. During the time I have served as Acting Under Secretary, NCA has
strengthened its processes and has served Veterans and their families with high lev-
els of dignity, compassion, and customer service. My approach has been and if con-
firmed will remain one that is people-centric, results-driven and forward-looking.

The American Customer Satisfaction Index (ACSI), administered by the Univer-
sity of Michigan, has recently completed its assessment of more than 225 private
sector companies and 100 public organizations who participated in the national cus-
tomer satisfaction index. On January 25, 2011, the Federal Consulting Group, a
Federal agency fee-for-service franchise operation within the Department of Interior
and created by an act of Congress, presented the Fifth Annual Customer Satisfac-
tion Achievement Award to the National Cemetery Administration (NCA) in rec-
ognition of our commitment to outstanding customer service to U.S. Armed Forces
Veterans and their next of kin. This commitment has been demonstrated by achiev-
ing extraordinarily high customer satisfaction scores throughout the last decade—
the highest in government and the ACSI overall. If confirmed, I intend to continue
leading NCA in achieving unsurpassed levels of customer satisfaction in 2012 and
beyond through sound leadership and investment in our valued resources, including
people, training, and processes.

If confirmed, I will continue to keep our Veterans and their loved ones at the fore-
front by pursuing even greater levels of service and satisfaction in meeting our sol-
emn obligation to maintain VA’s National Cemeteries as National Shrines. I will
also continue to sustain the important work with State partners, through the State
Cemetery Grants Program, to assist them in establishing, expanding and improving
State Veterans cemeteries.

Question 2. How would you describe your management style and how is it suited
to this particular position?
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Response. Having started my career at a very different stage in the cemetery
process, as a WG—9 mechanic, I have a management style that considers the health,
effectiveness, and efficiency of the entire organization. While fulfilling the NCA’s vi-
sion and mission, my management style tends to consider the entire workforce and
the entire suite of roles and responsibilities. I am known to have a participatory and
collaborative approach and, in my view, the NCA employees and leaders are more
engaged in the decisionmaking process as a result of their involvement in discus-
sions and planning. The staff members feel a real sense of contribution in the
decisionmaking process and therefore feel ownership of our successes. I have wit-
nessed how this management style energizes the employees and strengthens their
sense of responsibility and ownership, especially in serving our Veterans and family
members. There is amazing dedication and expertise throughout the 131 National
Cemeteries, the five Memorial Service Networks, and Central Office. The staff has
an enormous amount of experience that is beneficial to NCA and how we conduct
our business. I believe the recent ACSI award is a reflection, in part, of my manage-
ment style and the empowerment felt by the employees, especially as it translates
into caring for Veterans and their families.

Question 3. Have you and Secretary Shinseki discussed the duties and the role
you would assume as Director of the National Cemetery Administration if you are
confirmed? If so, what specific areas of the job were discussed?

Response. As Acting Under Secretary for NCA for the last two years, I have had
frequent opportunities to discuss the leadership and functions of the NCA with Sec-
retary Shinseki. I meet with Secretary Shinseki on a weekly basis and have dis-
cussed his expectations of me as the leader of NCA including his goals and objec-
tives for NCA. My approach has been, and if confirmed will continue to be, in direct
alignment with his goals of being people-centric, results-driven and forward-looking.
NCA’s role is to honor our Veterans and loved ones with their final resting places.
We have one chance to get it right and we try our very best to make that happen.

Question 4. Are there any specific problems or challenges that you have already
identified that you would like to tackle in this new position?

NCA is continually identifying opportunities to ensure our cemeteries have the re-
sources required to meet the needs of our Veterans and family members. I am con-
stantly seeking cost-saving and innovative ways to ensure NCA’s ability to meet the
Veterans’ needs of today and in the future. Some of the efficiencies and innovations
that have been put into place over the past two years that I have served as Acting
Under Secretary are an indication of the types of initiatives I would continue to
work on, if confirmed.

For example, NCA is applying new concepts and innovations to our cemetery proc-
esses. These include: the application of the system-wide use of crypts to preserve
land and reduce maintenance/operating costs; application of “water-wise” land-
scaping that conserves water and other resources; installation of alternative energy
products such as wind turbines and solar technologies that supply power to facili-
ties; utilization of bio-based fuels that are homegrown and less damaging to the en-
vironment; and installation of innovative headstone/marker foundations to ensure
long-term height and alignment. Another effort has been to ensure effective obliga-
tion of the $50 million provided by the American Recovery and Reinvestment Act
for national shrine projects, equipment and infrastructure repairs. To ensure re-
sponsive service through burial options for Veterans, we are evaluating other burial
practices such as “green” burials and rural burial options. Through the First Notice
of Death Office (FNOD) established in October 2009, we successfully discontinued
$56 million in benefit payments for deceased beneficiaries and avoided possible col-
lection actions on benefit recipients.

If confirmed, I would continue to focus efforts on technology and other improve-
ments that would allow NCA to improve upon the already successful tracking and
monitoring of decedents and gravesites.

Question 5. Oftentimes, the only contact that a Veteran and his/her family will
have with VA is through the National Cemetery Administration. What will you do
to make certain that this contact remains positive?

Response. NCA continues to lead the Government in customer satisfaction, and
if confirmed I will lead this organization to sustain and where possible improve this
high level of satisfaction. I will maintain an emphasis on training for excellence
throughout the National Cemetery Administration. From the groundskeeper to the
Cemetery Director, our employees are actively involved in the process of fostering
a culture of consistency and excellence across all areas of cemetery operations. From
the minute contact is made with our National Scheduling Office until our Veterans
or family members are honored at their final resting place, our customers should
be treated with the utmost dignity and respect. In my view, training is the corner-
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stone of this process, and if confirmed, NCA will make every means available to our
employees and leadership to continue to strive for National Shrine status at our 131
Cemeteries.

Question 6. What are your thoughts on the increasing demand for ecologically-
friendly interments and burial facilities and how do you envision that could impact
the NCA?

Response. Currently, a study is underway regarding ecologically-friendly inter-
ments and burial facilities that will examine alternative methods that could benefit
NCA and the environment. Another area of our focus is energy efficiency. Presently,
NCA has a wind turbine in place at Bourne National Cemetery, MA, which provides
90% of the cemetery’s energy needs. To conserve natural resources in the West, four
of our cemeteries have implemented water-wise capabilities. For example, the Ba-
kersfield National Cemetery in California has utilized natural desert soil, ground
cover of natural materials, and drought resistant and indigenous plants. At San Joa-
quin Valley National Cemetery in California, burial areas are seeded with a grass
mix that resists drought. Fort Bliss National Cemetery in Texas has converted to
water-wise landscaping. The National Memorial Cemetery of Arizona in Arizona
uses a ground cover comprised of decomposed granite that is landscaped with plants
adapted to grow in sand and seven miles of drip irrigation tubing supply water to
the 1,800 plants. If confirmed, I will ensure NCA constantly seeks ways to conserve
natural resources and strives to become even more ecologically-friendly.

Question 7. What do you believe will be your most daunting challenge and how
will you confront it?

Response. If confirmed, my most significant challenge will be ensuring and main-
taining an excellent and effective workforce. Retirements, interest in upward mobil-
ity, career changes and ambitions are a few of the reasons why the workforce will
undoubtedly change. If confirmed, I must ensure that NCA has effective succession
planning that sustains a high caliber, professional workforce. To do this, I must
maintain a highly successful and dynamic administration and management team
that recruits, develops, and retains the right staff. In addition we will need to
achieve optimum training at all levels, and provide inclusion and on-boarding activi-
ties to keep staff abreast of the organization’s activities, priorities, needs, and oppor-
tunities for change and growth.

Question 8. If confirmed, what would you most like to leave as your legacy?

Response. If confirmed, I would want to leave behind a legacy of sustained com-
mitment to quality where people will ask “how does the National Cemetery Admin-
istration do it?” I would like NCA to be the model for customer satisfaction in gov-
ernment and the private sector. If confirmed, I will keep NCA focused on our core
methods for achieving this excellence in service, making sure we have the best
trained employees who respect our mission and want to honor our Veterans and
their loved ones, as they would want to have their loved ones treated. It is also
about leadership that empowers employees to be visionaries and to always look for
new ways to improve. In addition, if confirmed, creating new urban national ceme-
teries is an initiative that I would like to see fulfilled, and I look forward to working
with Congress on this opportunity.

[The Committee questionnaire for Presidential nominees follows:]
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QUESTIONNAIRE FOR PRESIDENTIAL NOMINEES

PART I: ALL OF THE INFORMATION IN THIS PART WILL BE MADE PUBLIC

1. Name (Including any former names used). Steve Louis Muro

2. Address {List current residence, office and mailing addresses).

Residence: Office:
13420 Ciassic Court Dapartment of Veterans Affairs
Woodbridge, VA 22192-4502 National Cemetery Administration {40)

810 Vermont Avenue NW
Washington, DC 20420

3. Position to which nominated. Under Secretary for Memorial Affairs, National Cemetery
Administration, Department of Veterans Affairs

4. Date of nomination. January 5, 2011

5. Date of birth {Month, day, year]. August 22, 1949

6. Place of birth {City, state, country). Orange, CA, USA

7. Marital status. Divorced

8. Full name of spouse (including maiden name). Not applicable.

9. Names and ages of children. Steve Louis Murg, Jr., age 38 and Amanda Michelle Murg, age 35

1. Education {List all post-secondary institutions of higher learning, dates attended, degree(s)
received, and date degree{s) granted).

Mount San Antonio College Riverside Community College

1100 North Grand Avenue 4800 Magnolia Avenue

Walnut, CA 91783 Riverside, CA 52506

September 1978 - june 1981 September 1976 - September 1978
Assoclate of Arts degree, 1981 Ng degree

11. Honors and Awards (List all scholarships, fellowships, honorary degrees, honorary society
memberships, and any other special recognition for outstanding service or achievement).

e Presidential Meritorious Executive Rank Award - 2008

o Numerous performance awards throughout federal career - 1985-2009

e Armed Forces Expeditionary Medal - 1969

e Vietnam Medal - 1969

e Meritorious Service Medal - 1968
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12. Memberships {List all memberships and offices held in professional, fraternal, business,
scholarly, civic, charitabie, and other crganizations for the last ten years. Include the dates of any
such memberships or offices).

e Senior Executives Association, Member: 2006 - Present
e Veterans of Foreign Wars of the United States, Life Member: 1970 - Present
e Leadership VA Alumni Association, Life Member: 1996 - Present

13. Employment record {List ali employment {except military service) since your twenty-first
birthday, including the title, description of job, name of employer, location of work, and inclusive
dates of empioyment).

01/2009 - Acting Under Secretary for Memeorial Affairs, U.S. Department of Veterans Atffairs (VA),
Present National Cemetery Administration (NCA}, Washington, DC

e Lead NCA’s transformation into a 215t century organization that is ‘Veteran-centric,
forward looking and results driven. Partnering with Veterans Health
Administration and Veterans Benefits Administration to achieve the transformation
of VA to better serve Veterans and their families, now and in the future.

e Oversee 131 National Cemeteries to ensure dignified burial services for military
Veterans and eligible family members are provided and the cemeteries are
maintained as national shrines.

e Lead land acquisition, design, construction and other activities related to the
establishment of new national cemeteries. Five new cemeteries and four large
urban columbarium-only cemeteries are pianned to be opened by 2015.

e Direct other memorial programs for Veterans including the provision of headstones,
markers, and Presidential Memoria’ Certificates to honor the service of deceased
Veterans.

e Administer federal grants to help states, territories and tribal governments establish
Veterans’ cemeteries.

e Assist the U.S. National Park Service in their implementation of nationa) shrine
standards for cemeteries they maintain.

10/2008 - Deputy Under Secretary for Memorial Affairs, VA, NCA, Washington, DC
01/2009

o  Led multiple activities required for timely opening of four new cemeteries. This was
the largest expansion of the national cemeteries since the Civil War.

e Led a policy change that required pre-placed crypts at all new National Cemeteries
and ail future construction at current National Cemeteries. These crypts reduce
land usage and maintenance costs by approximately 50 percent compared to
current cemetery practice.

e Led establishment of the First Notice of Death Office in NCA to process Veterans’
death claims and stop future benefits such as payment of disability compensation
and pensicns and mailing of medications. Puring the first year 356,405 claims were
processed and $17.4 million was saved.
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02/2005- Acting Deputy Under Secretary for Memorial Affairs, VA, NCA, Washington, DC

11/2005

Led the following Services: Field Programs that oversees five Memorial Service
Networks, 120 National Cemeteries and 33 Soldiers’ Lots, Monument Sites and
Confederate Cemeteries throughout the United States and Puerto Rico; Finance;
Construction; State Cemetery Grants; Communications, Qutreach, and Management
Support.

Participated in the preparations for several Congressicnal hearings regarding future
land acquisitions and fiscal planning.

12/2002 - Acting Director/Director, Office of Fielc Programs, VA, NCA, Washington, DC

10/2008

Led five Memorial Service Networks, 120 National Cemeteries and 33 Soldiers’ Lots,
Monument Sites and Confederate Cemeteries throughout the United States and
Puerto Rico

Enebled the transfer of Memorial Pregrams Service to Office of Field Programs to
enhance communications and services te the national and private cemeteries.
Maintained regular and open communications with Congress, other government
agencies, Veterans’ Service Organizations, families of decedents, funeral directors
and medical representatives. Participated in formal ceremonies and other public
functions.

increased from 49 to 95 percent the number of permanent headstones or markers
that were installed within 68 days from the date of burial. The average number of
days for installing permanent headstones or markers was 27 days by the end of
tenure in the position. Led the activities for opening five new National Cemeteries
that resulted in enhanced services for Veterans and their families. This increased
from 87 to 90 percent of Veterans who have a burial option in a State or National
Cemetery within 75 miles.

Established NCA Training Center in St. Louis to provide centralized training for
cemetery directors, foremen, representatives, and careiakers.

Established and led the implementation of a new centralized year-long Cemetery
Director Internship Program.

Established a Naticnal Cemetery Scheduling Office that enables funeral homes and
families to schedule burials at any national cemetery in the U.S. This allews
scheduling to be accomplished seven days a week.

Established a centralized NCA Human Rescurces Center that supports ali national
cemeteries and Memorial Network Services across the nation, thereby improving
quality, timeliness, and consistency of human resource actions.

03/2001 - Director, Memorial Service Network (M3N} V, VA, NCA, Cakland, CA

12/2002

Established a new MSN Office within 90 days by negotiating for office space,
developing the office organizational structure, and selecting 2 diverse staff of eight
professionals and administrative support staff. Invclved key MSN individuals in
strategic planning. Had full authority for developing and managing the MSN budget
and making financiai commitments. Developed and implemented MSN-wide
administrative, financial and other resource management policies.

Led cemetery directors at 15 national cemeteries in the western U.S,, including
Hawaii. This included cver 265 cemetery staff and MSN V Office staff including an
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engineer and agronomist. In Fisca! Year 2002 there were approximately 23,700
interments in MSN V, which was 27% of the NCA total and 10% more than any other
MSN. Reviewed submissions from the cemeteries for major and minor
constructions projects. Prioritized submissions and managed funding that was
received from VA Central Office. Prepared, reviewed, and revised specifications for
maintenance and repair contracts, and contractor supplied materials and
equipment. Cversaw project coordination with architect/engineer firms, VA Central
Office and servicing stations.

Acting Director, Western Area Office, VA, NCA, Denver, CO [while also in position below)

]

The Western Area was composed of 28 Natignal Cemeteries and three soldier’s lots
in the Western U.S,, including Alaska and Hawaii. In Fiscal Year 2000 there were
approximately 32,700 interments in the Western Area with over 435 cemetery staff
in the Area.

Had iine authority for the management of the national cemeteries and miscellaneous
activities within the Western Area. Participated in managing the work activities of
the subordinate cemetery facilities through developing and administering short-
and long-range plans for resource allocation and other selective procedures and
controls.

Acting Birector, Golden Gate and San Francisco National Cemeteries, VA, NCA,
San Francisco, CA

Volunteered for reassignment to this position and transformed and improved the
operations, appearance and staff morale of both national cemeteries, including
special emphasis on the enhancement of labor-management relations at Gelden Gate
National Cemetery.

Directed the operations of two national cemeteries. Golden Gate Nationa!l Cemetery
was a 169-acre facility with 44 Full Time Employee Equivalents (FTEE). Cver
134,000 individuals were buried at the cemetery with over 111,500 occupied
gravesites, over 4,000 reserved gravesites and cver 500 memorial sites. San
Francisco National Cemetery was a small, historic cemetery where 36 Medal of
Honor Recipients are interred, second only to Arlington National Cemetery.
Significantly improved the labor-managemen: relations at Golden Gate National
Cemetery resuiting in both labor and management working together to bring the
cemetery up to the standards of a nationa! shrine.

Coached the employee teams in re-engineering their operations to improve
effectiveness and efficiency. Benchmarking and quality improvement techniques
were implemented and enhanced to improve cemetery administrative and field
programs.

Enhanced the cemetery’s Compensated Work Therapy (CWT) Program, designed to
reintroduce patients into the workforce, by improving the relationship with the VA
Medical Center. The CWT program generated a positive impact on the entire
cemetery operation while assisting Veterans in their recoveries.
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emetery, VA, NCA, Minneapolis, MN

[

®

This 430-acre cemetery was the fourth busiest national cemetery with an annuai
interment rate of 4,100 and over 114,400 occupied gravesites to maintain.
Directed the cemetery by providing leadershig, training, wachmg, guiding and
memor‘r‘g the assistant cemetery director and team leaders in administrative
operations, facility and equipment maintenance, interment operations and grounds
maintenance. These team leaders managed 35 permanent and 24 temporary
employees.
Managed the volunteer program with approximately 150 volunteers s wh ho provided
ry honors to eligible Veterans at committal services. This was the largest
volunteer program in NCA.
initiated the Compensated Work Therapy {CWT) Program with the Minnesotz State
Veterans Home.
Focused cemetery teams’ efforts on improving appearance of cemeteries and
strengthened relationships with Veterans Service Qrganizations.
Facilitated business plans for Wesiern Arez cemeteries. Participated in the NC
Advisory Team and the Western Area Improvement Teams in Strategic Planning,
Rescurce Management, Training, Equipment, Level of Maintenance, and Busi fness
Plans, Consisiently worked with cemetery, Western Area, and NCA teams to find the
mest effective way to accomplish tasks.
ey member of the Resource Management Team (RMT) established by the Western
Arez Director to sefup, monitor and distribute the budgeted resources to Western
Area cemeteries in order to maximize the use of available resources. The RMT
identified 2il tasks required for cemetery operations, determined the time needed
for each task by conducting time studies at multipie cemeteries, determined the
eguipment and other resources needed, ident:fled other factors that impact the
operations and calculated FTEE needed. These methods were shared with Central
Cffice and the other two Area Offices.

o>

rga

Director, Riversl ionai Cemeterv, VA, NCA, Riverside, CA

During tenure, Riverside National Cemetery was the second busiest national
cemetery in VA, The 740-acre facility, with 286 developed acres employed 68 FT
The cemetery had an annual intermeant rate of 6,000 with over 83,000 individual
buried.

Developed and implemented focal administrative, financial and other resource
management policies. Had full authority to manage the cemetery and make
commitments. Organized and realigned the workforce to maximize productivity.
Directed employee teams in their short and long-range planning.

Managed the employee labor relations and Egual Employment Opportunity {EEQ)
programs. Member of newly organized Labor Management Partnership Committee

on
oo,
3

Birector, Long Island and Cypress Hills National Cemeteries, VA, NCA, Long Istand, NY

Directed the activities of Leng Island and Cypress Hitls National Cemeteries. Long
sland National Cemetery had the largest F1 E and the fifth highest ﬂ*ermer rate
in NCA. The cemetery encompassed 364 acres and had appreximately 280,600
individuals buried there. Supervised an Asszs*am Director, General Foreman and
four field supervisers, and approximately 90 staff. Cypress Hills National Cemetery

5
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was maintained under contract. Respensible for ensuring that the contract
specifications were met.

© Developed, evaluated and adjusted the organizational structure and management
systems to accomplish more efficient operation of the cemetery. Used a variety of
hiring policies to match seasonal needs with appropriate workforce levels. Practices
were shared with other cemetery directors whoe impiemented them in several other
natignal cemeteries.

@ Directed cperations, administrative, and maintenance functions to ensure that the
Cemetery’s and VA’s missions were carried out according to VA standards and
guidelines. Emphasized continuous quality improvement.

@ Promoted good relations with a variety of groups, organizations and individuals
including next of kin, staff, servicing station, congressional liaisens, union and
comrmunity organizations. Represented VA and the cemetery when asked to speak
at a variety of ceremonies and meetings.

Assistant Birector, Long Istand and Cypress Hills National Cemetery, VA, NCA,
Long island, NV

® Managed interment and maintenance activities and administration functions such as
fiscal, supply, and human resources. Reviewed the work of subordinate employees
o ensure VA and NCA pelicies, procedures, and goals were met. Using allotted
resources, realigned the organization to improve the appearance of the cemetery.

°  Worked with the Cemetery Director to ensure cemetery geals and objectives were
met.

Director, Baton Rouge and Pert Hudson Nationa! Cemeteries, VA, NUA, Bator Reuge, LA

e Managed interment and maintenance activities and administration functions such as
{iscal, supply, and human resources. Reviewed the work of subordinate employees
tc ensure VA and NCA policies, procedures, and goals were met. Using allotted
resources, realigned the organization to improve the appearance of the cemetery,

s Spoke at Memorial Day and Veterans Day ceremonies and other outreach activities,

Assistant tc the Director. Los Angeles National Cemetery, VA, NCA, Los Angeles, CA
BE: &

o Managed the cemetery’s administrative activities such as human resources, supply,
and fiscal operations.

e Participated in public relations activities.

e Was Co-Manager of the EEQ Hispanic Program at the West Los Angeles VA Hospital
which was the servicing station for the cemetery.

Cemetery Birector Trainee, Riverside Nationa! Cemetery, VA, NCA, Riverside, CA

@ Completed a VA Central Office sponsored one-year training program that was
implemented at the cemetery. The program focused on learning administrative and
office duties, interments, maintenance of equinment, structures, turf, and
gravesites/headstones/markers. Served as acting grounds maintenance foreman,

6
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acting interment foreman, acting assistant cemetery director, and acting director.
Completed details serving as acting assistant cemetery director at ancther cemetery
and acting cemetery director at two other cemeteries,

Grounds Maintenance Foreman, West Los Angeles VA Hospital (now part of VA Greater
Los Angeles Healthcare System), VA, Veterans Health Administration (VHA],
Los Angeles, CA

o Planned, organized, and directed th.e workflow of the grounds mainterance section
at one of the largest VA hospitals. The equipment maintenance section was
responsible for preventive maintenance and repairs of approximately 250 pieces of
equipment which inciuded trimmers, mowing tractors, other turf maintenance
equipment, backhoes, pickups and sedans. The two grounds maintenance sections
were responsibie for 380 acres of turf, flower beds, trees and roadways, Managed
the landscape and grounds maintenance activities at the off-site outpatient clinic.

Grounds Maintenance Foreman, Los Angeles National Cemetery, VA, NCA, Los Angeles,
CA

o Planned, organized, and directed the workflow of the grounds maintenance that was
responsible for preventive maintenance and repairs of pieces of equipment
including trimmers, mowing tractors, other turf maintenance equipment, backhoes,
pickups and sedans. The section was also responsible for turf, flower beds, trees
and roadways.

Maintenance Mechanic, Los Angeles National Cemetery, VA, NCA, Los Angeles, CA

e Repaired and performed preventive maintenance for all grounds maintenance
eguipment.

Maintenance Mechanic, Sepulveda VA Hospital {now part of VA Greater Los Angeles
Healthcare System), VA, VHA, Sepulveda, CA
e Repaired and performed preventive maintenance of mechanical equipment within
hospital.
Xngeles Healthcare SAystem}, VA, VHA, Los Angeles, CA
e Repaired and performed preventive maintenance of mechanical equipment within
hospital.
Maintenance Mechanic, Topham & Sons, Riverside, CA

o Repaired trucks, tracters, conveyors; overhauled engines, transmissions, and
differentials on large, over-the-road trucks.
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1172972 - Field Equipment Servicer and Repairman, Massey Ferguson Tractor Company,
05/1973  Garden Grove, CA

e Repaired and performed preventivs maintenance of heavy construction equipment.

04/1972 - Field Equinment Servicer and Repairman, Bladensburg Equipment Company,
1171972  Bladensburg, MD

e Repaired and performed preventive maintenance of heavy construction equipment.

14. Military service (List all military service {including reserve components and National Guard or
Air National Guard] with inclusive dates of service, rank, titles, permanent duty stations and units of
assignment, descriptions of assignments, any military medals, and type of discharge).

04/1972 Washingten, DC. Honorably discharged from U.S. Navy, Construction Mechanic
Constructionman [CMCN].

08/1970 - Port Hueneme Naval Base, CA. Mobile Construction Battalion (MCB] 10. Field training
04/1972  with deployments to Okinawa and Spain, CMCN.

04/1978 - U.S. Naval Hospitals in Guam and Long Beach, CA. Recovering from injuries to legs/back,
08/1970 CMCN.

02/1970 - Republic of Vietnam, Naval Support Activities, DaNang. Heavy equipment mechanic
04/1970 , CMCN,

01/1970 - Coronado island Naval Base, San Diege, CA Survival Training, CMCN.
02/1970

09/1969 - Port Hueneme Naval Base, Port Hueneme, CA. Seaman changed o CMCN. Attended
01/1870  school to become heavy equipment mechanic in Construction Battalion (Seabees).

09/1968 - U.S.S. Benjamin Stoddert, DDG-22, Seaman. Received Armed Forces Expeditionary
09/1969 Medal and Vietnam Medal.

06/1968 - San Diego Nava! Recruitment Center. Initial training. Seaman Recruit promoted to
09/1968 Seaman Apprentice, Received Meritorious Service Medal.

15. Government service record {List any advisory, censultative, honorary, or other part-time
service or positions with Federa, State, or local governments other than those listed under
Employment record, above}.

None.
16. Published writings and public statements {in last 10 years)

(a) List the titles, publishers, and dates of books, articles, reports, letters to the editor, editorial
pieces, or other published matertals you have written or edited, including materials appearing
cnly on the Internet. (Copies of any such materials may be requested by the Committee.)

8
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e lhad an article published in the Department of Veteran Affairs in-house magazine,
“VAnguard”. The article is entitled, “National Cemeteries: Transforming for the 21s
Century”, and was published in the Winter 2009/2010 issue,
httpi//www.va.gov/opa/publications /vanguard/vanguard 10 winter.pdf

e lauthored a blog piece for VA's official Blog, VAntage Point, entitled “Just One Chance to Get

s | have written letters to the editors of local newspapers to announce the
Groundbreaking/Dedication Ceremonies of six new naticnai cemeteries.

e National and Local News Releases are periodicaily issued, usually from the Department
level, sume of which contain quotes from ma.

o The National Cemetery Administration is accesstble via Facebook and Twitter. Qccasional
quotes {rom me are posted.

e In December 2009, I began an official National Cemetery Administratior Blog on the
National Cemetery Intranet. The dates and subjects of my entries were:

Dec. 12,2009 Welcome to Final Honors, new NCA Community Online Blog
jan. 8, 2010 Burial in National Cemeteries of Non-Veterans Parents of KIA (Killed in
Action]

{b} Listany reports, memorandg, or policy statements you prepared or contributed in the
preparation of on behalf of any association, committee, conference, or organization of which you
were or are a member.

T have not prepared or contributed in the preparation of any written reports, memoranda or
policy statements on behalf of any association, committee, conference or organization of
which I am or was a member.

{c; Listany testimony, official statements or other communications relating to matters of public
policy that you have issued or provided or that others presented on your behaif to public bodies
or officials.

1 have provided testimony and contributed to testimony relating to the National Cemetery
Administration to the Senate and House Committees on Veterans’ Affairs, including to the
House Committee on Veterans’ Affairs (HVAC) Subcommittee on Disability Assistance &
Memorial Affairs (DAMA). Below are the dates and subjects:
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Testimony & Statements:

06/23/10 HVAC Oversight and Investigation Subcommittee Hearing:
“Emergency Preparedness: Evaluating the U.S. Department of Veterans
Affairs’ Fourth Mission” (NCA contributed to testimony delivered by non-NCA VA
witness}

05/19/10 SVAC Hearing: "Pending Legislation” (NCA coatributed to testimony delivered by
non-NCA VA witness)

04/15/10 HVAC Subcommittee on Economic Opportunity Hearing: “Status of Veterans
Employment” (NCA contributed to testimony delivered by non-NCA VA witness)

10/08/03 HVAC DAMA Hearing: “Legislative learing on H.R. 761, HR. 2243, H.R. 3485, H.R.
3544, and Draft Legisiation” (Acting Under Secretary for Memorial Affairs Muro as
witness])

10/14/09 HVAC Hearing: "Update on the State of the U.S. Department of Veterans Affairs”
{NCA contributed to testimony delivered by non-NCA VA witness)

09/24/09 HVAC DAMA Hearing: “Honoring the Fallen: How Can We Better Serve America’s
Veterans and Their Families?” {Acting Under Secretary for Memorial Affairs Muro
as witness)

04/29/09 Senate Committee on Veterans’ Affairs (SVAC] Hearing: “Hearing on pending
benefits-related legisiation.” {NCA contributed to testimony delivered by non-NCA
VA witness)

Federal Register Regulations:

june 2010 State Cemetery Grants Final Rule (Volume 75, Number 115)
june 2009 Headstones and Marker Application Process Final Rule (Volume 74, Number 103)
May 2009 Headstones and Markers Finai Rule (Volume 74, Number 83}

Federal Register Notices:

Jan. 2010  Aliowance for Private Purchase of an Outer Burial Receptacle in Lieu ofa
Government-Furnished Graveliner for a Grave in a VA National Cemetery (Volume
75, Number 6]

{d) Listany speeches or talks delivered by you, including commencement speeches, remarks,
lectures, panel discussions, conferences, political speeches and question-and-answer sessions.
Include the dates and places where such speechzs or talks were given.

! give many speeches or talks in my capacity as the Acting Under Secretary for Memorial Affairs,
as well as in my previous positions within the National Cemetery Administration {NCA). The list
below consists of speeches or talks | have identified from my recoliection, from my files, and
from searches of internet databases. Despite my searches, there may be other speeches or talks |
have been unable to identify, find, or remember.

Fresentations and Speeches

10
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First Anniversary Awards Dinner for the Opening of Washington Crossing National
Cemetery, Bristol, PA
National Image Region 1] Leadership & Diversity Training Conference, Arlington, VA

Veterans Day Speaker at Tahoma National Cemetery, Kent, WA

Secend Congress on Veterans Affairs, Guaynabo, PR

Leadership Development Mentering Program, Washingten, DC

Advisory Committee on Women Veterans, Washington, DC

2 Annuai National Image Region VIH Training Conference, Denver, CO

National Funeral Director’s Association, 2010 Internationa! Convention and Expo, New
Orleans, LA

Naticnal Disability Employment Awareness Month, Washington, DC

ADVANCE Training - Opening Remarks ‘or Project Management, Washington, DC
Life of an Executive - SES Candidate Development Program Executive, Annapolis, MD
Togus Monument Rededication / Time Capsuie, Togus, ME

Leadership VA Milwaukee Session, Milwaukee, Wi

2010 National Veterans TEE {Training, Exposure, Experience}Tournament, lowa City, 1A
Korea International Workshop on Veterans Affairs, Secul, Korea

Blacks in Government {BIG) Conference, Kansas City, MO

Wapenbroeders, Inc, Ceremony, Los Angeles, CA

Naticnal Veterans Service Organizations Forum, Washington, DC

Society of American Indian Government Employees, Uncasville, CT

American Gl Forum, Santa Maria, CA

Scuthwest Veteran’s Business Resource Center, Perris, CA

Memorial Day Ceremony at Riverside Nzational Cemetery, Riverside, CA

Memorial Day Ceremeny at Bakersfield National Cemetery, Bakersfield, CA

Bosnia Delegation on Veterans Affairs, Washington, DC

Reburial of Historic Remains at Florence National Cemetery, Florence, 5C
Afghanistan Minister of Veterans Affairs, Washington, DC

Seminar with Naticnal Parks Service on Zemetery Operations, Petershurg, VA
National Image, inc, Outreach to Veterans and Federal Employees, San Diego, CA

VA Advisory Committee on Cemeteries and Memorials, Houston, TX

Arbor Day Ceremony, Long Island National Cemetery, Farmingdale, NY

Medal of Honor Interpretative Sign Unveiling, Salisbury National Cemetery, Salisbury, NC
Groundbreaking and Dedication of Miramar Naticnal Cemetery, San Diego, CA

League of United Latin American Citizens, Los Angeles, CA

National Veteran Service Organizations Forum, Washington, DC

VA Advisory Committee on Cemeteries and Memorials, Washington, DC
Veterans Day Ceremony at Tahoma National Cemetery, Kent, WA
Burial Flag Presentation to Tejon Ranch, Bakersfield, CA

10t Anniversary of Abraham Lincoin National Cemetery, Elwood, IL

i1
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Crematicn Association of North America Annual Convention, Denver, O
American GI Forum Naticnal Convention, Corpus Christi, TX

Bakersfield National Cemetery, First Day of Burials, Bakersfield, CA

League of United Latin American Citizens San Juan, PR

National Employment Counseling Association Summer Professional Development
Institute, Fairfax, VA

Alabama National Cemetery, First Day of Burials, Montevallo, AL

390™ Anniversary Ft. Snelling Memorial Rifle Squad, Oakdale, MN

National Veteran Service Organizations Forum, Washington, DC

Memorial Bay Ceremony at Sacramentc Valley Naticnal Cemetery, Dixon, CA
Memorial Day Ceremeny at Social Security Administration, Baltimore, MD
Naticnal Image, Inc,, Salute to Veterans, San Antonio, TX

Caradian Standing Committee on Veterans Affairs, Video Conference, Washington, DC
Advisory Committee on Women Veterans, Washington, DC

Briefing for Delegation of Japan Ministry of Defense, Washington, DC

Sarasota Nationai Cemetery, First Day of Burials, Sarasota, FL

Jacksonville National Cemetery, First Day of Burials, Jacksonville, FL

Fort Jackson National Cemetery, First Day of Burials, Columbia, SC

Republic of Geergia Parliamentarians, Washington, DC

Taiwan All Volunteer Force Delegation, Washingten, DC

Irag Ministry of Defense Delegation, Washington, BC

Chinese Delegation, Bureau of Veterans Affairs Ministry of Civil Affairs, Washington, BC
VA Advisory Committee on Cemeteries and Memorials, West Palm Beach, FL

Veterans Day Ceremony, National Memorial Cemetery of the Pacific, Honoluly, Hi

VA Advisory Committee on Cemeteries and Memorials, Washington, DC

National Veterans Service Organizations Forum, Washington, DC

Advisory Committee on Women Veterars, Washington, BC

Washington Cressing National Cemetery Public Meeting, Newtown, PA

Canadian Standing Committee On Veterans' Affairs, Video Conference from Washington,
bC

Memorial Day Ceremony at San Joaguin Valley, National Cemetery, Santa Nelia, CA
Nationa! Veteran Service Organizations Forum, Washington, DC

VA Advisory Committee on Cemeteries end Memorials, West Palm Beach, FL

Veterans Day Ceremony at Ft. Logan National Cemetery, Denver, CO
National Veteran Service Organizations Forum, Washington, DC

VA Advisory Committee on Cemeteries and Memorials, Washingtor, DC
Nationa! Veterans Service Organizations Forum, Washington, DC

Memorial Day Ceremony at Tahoma National Cemetery, Kent, WA

VA Advisory Committee on Cemeteries and Memorials, Atlanta, GA

South Florida National Cemetery, First Day of Burials, West Palm Beach, FL
National Veterans Service Organizations Forum, Washington, DC

Veterans Day Ceremony at Natchez National Cemetery, Natchez, LA

12
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Nov. VA Advisory Committee on Cemeteries and Memorials, Washington, BC

Nov. Kentucky Veterans Cemetery Groundbreaking Cerernony, Williamstown, KY

Oct.  Natignal Veteran Service Crganizations Forum, Washington, DC

Sept. Town Hall about Washington Crossing National Cemetery, Newtown, PA

May  Memorial Day Ceremony at San joaguin National Cemetery, Santa Nella, CA

May  Memorial Day Ceremony at Golden Gate National Cemetery, Los Angeles, CA

April  National Veteran Service Crganizations Forum, Washington, DC

April VA Advisory Committee on Cemeteries and Memorials, Riverside, CA

Mar. State Cemetery Director Training on Cemetery Operations, St. Louis, MO

Feb.  Town Hall about Washingten Crossing National Cemetery, Washingten Crossing Historic
Park, Washington Crossing, PA

Nov.  Veterans Day Ceremony at San Joaquin Valley National Cemetery, Santa Nella, CA
Nov.  Naticnal Veterans Service Organizations Forum, Washingten, DC

Nov. Veteran Recognition Program, San Diege, CA

Nov. Advisery Committee on Cemeteries and Memorials, Washington, DC

Sept. Town Hall, White Plains, NY

june  Advisory Committee on Cemeteries and Memorials, St. Louis, MO

May Memorial Day at Wiliamette National Cemetery, Portland, OR

April  Town Hall, Grafton, WV

Aprii  National Veteran Service Organizations Forum, Washington, BC

Nov.  Advisory Committee on Cemeteries and Memgcrials, Washington, DC

Nov. New Hampshire Veterans Cemetery Veterans Day Ceremony, Boscawen, NH

Oct.  National Veteran Service Organizations forum, Washington, DC

Sept.  Meeting organized by a group of local Veterans regarding a new national cemetery, San
Diego, CA

May  Memorial Day Ceremony at Houston National Cemetery, Houston, TX

May Advisory Committee on Cemeteries and Memorials, San Francisco, CA

June  National Veterans Service Organizations Forum, Washington, BC

April  National Veteran Service Organizations Forum, Washington, BC

Feb. Town Hall, New Orieans, LA

Nov.  Advisory Committee on Cemeteries and Memorials, Washington, BC

Nov. Veterans Bay Ceremony at Rock Island National Cemetery, Rock island, IL

Oct.  National Veteran Service Organizations Forum, Washington, DC

Oct.  Meeting organized by a group of local Veterans on the Need for New National Cemetery,
San Diego, CA

Sept. Naticnal Funeral Directors Association, Las Vegas, NV

April Nationa! Veterans Service Organizations Forum, Washington, DC

April  Advisory Committee on Cemeteries and Memorials, Milwaukee, Wi

{e) Listall interviews you have given to newspapers, magazines or other publications, and radio
or television stations (including the dates of suc interviews).
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The Nationai Cemetery Administration’s public affairs office does not keep records on
interviews. To the best of my ability I have identified from my recollection, from my files, and
from searches of internet databases, the list below. Despite my searches, there may be other
speeches, interviews, or talks | have been unable to identify, find, or remember.

2817

Print/Online

V.A. expands its search area for new cemetery location, Rochester Democrat and Chronicle, Feb. 16,

2011, http://rocnow.com/article/flocal-news/2011102160334

Shen Yun Evokes a Feeling of Blending With the Earth, Says Veterans Affairs Official, Epoch Times,
Jan. 25, 2011, http://www.theepochtimes.com/n2 /content/fview /49955 /

2016
Televisicn

interview regarding Miramar National Cemetery Dedication Ceremony, Sun Diego News 6, january
30,2016

Print/Oniine

Miramar military cemetery opens for burials, The San Diego Union-Tribune, Nov. 22, 2610,

http.//www.signonsandiego.com/news/201 0/nev/22 /miramar-military-cemetery-opens-burials/

“Dedicating His Life to Service and Honor”, LaOpinion, November 21, 2010,

hitp.//www.impre.com/laopinion/neticias/primera-pagina/2010/11/21 /dedica-su-vidu-gi-
honor-y-al-s-223559-1.htmi#commentsBlock

In military cemeteries, the work serves to honor fullen comrades, Washington Post, November 10,
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(a} List all financial contributions to any political party or election committee during the last 10
years.

None.

(b} List all elective public offices for which you have been a candidate and the month and year of
each election involved.

None.

{c} List ali memberships and offices held in and services rendered, whether compensated or not,
to any political party or election committee.

Nene.
Future employment relationships

(2] State whether you will sever all connections with your present employer, business firm,
association, or organization if you are confirmed by the Senate.

Not applicable as | am currently serving as the Acting Under Secretary for Memorial Affairs,
the position to which I have been nominated.

(b} State whether you have any plans after completing Government service to resume
employment, affiliation, or practice with your previous employer, business firm, association, or
organization.

None.

{c) What commitments, if any, have been made to you for empioyment after you leave Federal
service?

None.

{d) {If appointed for a term of specified duration) Do you intend to serve the full term for which
you have been appointed?

Yes.

{e] (If appointed for an indefinite period} Bo you intend to serve until the next Presidential
election?

Yes.

Potential conflicts of interest

{a) Describe any financial arrangements, deferred compensation agreements, or other
continuing financial, business, or professional dealings which you have with business associates,

clients, or customers who will he affected by policies which you wiil influence in the position to
which you have been nominated.
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None.

{b] List any investments, obligations, liabilities, or other financial relationships which could be
affected by policies which you will influence in the position to which you have been nominated.

None.

(¢} Describe any business relationship, dealing, or financial transaction which you have had
during the last 5 years, whether for yourself, or behalf of a client, or acting as an agent, that
constitutes a potential conflict of interest with the position to which vou have been nominated.
None.

{d] Describe any activity during the past 10 years in which you have engaged for the purpose of
directly or indirectly influencing the passage, defeat, or modification of any legisiation or
affecting the administration and execution of law or public policy. Activities performed as an
employee of the Federal government need not be listed.

None.

(ej Explain how you will resoive any potential conflict of interest that may be disclosed by your
responses to the above items. (Please provide & copy of any trust or other agreements inveolved
inPart1L}

Not Applicable.

Testifying before the Congress

(&) Do you agree to appear and testify before any duly constituted committee of the Congress
upon the request of such committee?

Yes.
(b} Do you agree to provide such information as is requested by such a committee?

Yes.
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[A letter from the Office of Government Ethics follows:]

Vil

The Honorable Daniel K. Akaka
Chairman

Committee on Veterans® Affairs
United States Senate
Washington, DC 20310

Dear Mr. Chairman:
In accordance with the Fthics in Government Act of 1978, Tenclose a copy of the

financial disclosure report filed by Steve L. Muro, who has been nominated by President Obama
for the position of Under Secretary for Memorial Affairs, Department of Veterans® Affairs.

We have reviewed the report and have also obtained advice from the agency conceraing
any possible conflict in light of its functions and the pominee’s proposed duties. Also enclosed
is an ethics agreement outlining the actions that the nominee will undertake fo avoid conflicts of
interest. Unless a date for compliance is indicated in the cthics agreement, the nominec must
fully comply within threc months of confirmatior with any action specified in the ethics
agreement.

Based thereon, we believe that this nominee is in compliance with applicable laws and
regulations governing conflicts of interest.

Sincerely,

Jord e

Robert 1. Cusick
Director

Enclosures
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[Letter from the nominee to the Office of Legal Counsel, U.S. De-
partment of Veterans Affairs:]

January 11, 2011

Mr. Walter A. Hali (023)

Assistant General Counse! and
Designated Agency Ethics Official

U.S. Department of Veterans Affairs

Washington, D.C. 20420

Dear Mr. Hall:

The purpose of this letter is to describe the steps that | wiil take to avoid any
actual or apparent conflict of interest in the event that | am confirmed for the position of
Under Secretary for Memorial Affairs of the U.S. Department of Veterans Affairs.

As reguired by 18 U.S.C. § 208(a), | wili not participate personally and
substantially in any particular matter that has a direct and predictable effect on my
financial interests or those of any person whose interests are imputed to me, unless |
first obtain a written waiver, pursuant to 18 U.S.C. § 208{b){1), or gualify for a regulatory
exemption, pursuant to 18 U.S.C. § 208(b)(2). | understand that the interests of the
foliowing persons are imputed tc me: any spouse or miner child of mine; any general
partner of a partnership in which | am a limited or general partner; any organization in
which | serve as officer, director, frustee, general partner or employee; and any person
or organization with which | am negotiating or have an arrangement concerning
prospective employment.

Finally, | understand that as an appointee | am required to sign the Ethics Pledge
(Exec. Order No. 13480) and that | will be bound by the reguirements and restrictions
therein in addition to the commitments | have made in this and any other ethics
agreement.

Siglerely,

A

o 7 Mo

\/\Q k/w\/
Steve L. Mufo

Chairman MURRAY. Thank you very much to both of you.

We have had a number of Committee Members come in. You
have all noticed that we have new technology changes for this
Committee. I am proud that this is the first Committee that is
moving to a paperless Committee.

You have all the background information, and you have all of our
witness information that you would normally have in a large bind-
er in front of you.

We are happy to help any of you as you work your way through
learning this; but we hope to have some great advances, that we
will be able to talk to some of our witnesses using these; and when
charts and graphs come up, we will have them in front of us. I en-
courage all of you to take advantage of this.
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With that, I am going to begin my questions to both of our wit-
nesses. As everyone knows, the Congress and the President are try-
ing to find a path forward on the budget today; I want to ask both
of you to help me address the concern that benefits and services
may be affected by a government shutdown.

I understand there is some reticence to discuss this issue, but as
Chairman of this Committee, I need assurances that our veterans
will continue to receive vital services and payments that they have
earned.

Mr. Muro, I wanted to ask you: would services be affected at the
National Cemetery Administration? Most importantly, would bur-
ials still take place during a shutdown?

Mr. MURro. Thank you for that question, Chairman Murray.

Burials will continue at national cemeteries.

Chairman MURRAY. They will?

Mr. MURO. Yes.

Chairman MURRAY. General Hickey, have you received any infor-
mation on what would be happening at VBA? I really want to avoid
what happened during the last shutdown when veterans received
checks late and some services were curtailed. Have you received
any information yet?

General HickKEY. Chairman Murray, thank you for the question.
I am not privy to any of the information and discussions at VBA
on these issues.

Chairman MURRAY. OK. All right. Well, I appreciate it. These
are concerns that all of us as Members have and I think we are
all working very hard to try to come a resolution so that we do not
need to worry about that. But I think it is important that we do
understand that. So I will be pursuing those questions with others
before this week is over.

Mr. Muro, let me start with you. We talked briefly about Arling-
ton National Cemetery when you and I had a chance to meet last
week, but I want to get this issue on the record so that we can offer
our veterans some peace of mind.

We know now that the problems with misidentification of re-
mains at Arlington may be worse than was originally thought. Ar-
lington is obviously not run by the VA and, therefore, will not be
yours to oversee.

However, VA cemeteries are national shrines and are so impor-
tant to our veterans and their survivors. I wanted to ask you today
what safeguards are in place to keep what happened at Arlington
from happening at our VA national cemeteries.

Mr. Muro. Thank you, Chairman Murray.

Within the National Cemetery Administration, we have our bur-
ial operation system that tracks all burials from the time we take
the application to the time we set the headstone. We keep burial
records electronically.

We also have procedures for tracking when the individual is
brought to the cemetery. We have the service. We document every
step of the burial process to ensure they are placed in their proper
gravesite and that the headstone is also placed on the proper
gravesite.

Chairman MURRAY. Are you helping Arlington with this matter
at this point?
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Mr. MURO. Yes, we are. The new superintendent of Arlington Na-
tional Cemetery, Pat Hallinan, was a 30-year career NCA indi-
vidual that came up through the ranks, became a cemetery direc-
tor, moved on as Director of Field Operations, and now is over at
Arlington.

We have also sent over other employees on details to assist him,
and we provide copies of our operational policies and guidance to
help them move forward, and we are also working to assist them
with their electronic systems.

Chairman MURRAY. Do you think that Arlington should be re-
aligned to fall under the NCA?

Mr. Muro. I think that we ought give the new team at Arlington
the opportunity to address the issues that are there so that the Na-
tion’s veterans and those in uniform will feel good about Arlington
again.

Chairman MURRAY. General Hickey, as Under Secretary, you are
going to need to keep a handle on who is receiving bonuses at VBA
and why. Last year, of those VBA executives who received bonuses,
the average was more than $17,000.

How would you justify to veterans that at a time when they are
going to be waiting on average nearly 200 days to get a decision
that a bonus should be given to some VBA executives?

General HICKEY. Chairman Murray, thank you for your question.
I will just tell you I have not been briefed on the bonus situation
at VA other than to understand that bonuses are focused on per-
formance if they are awarded, and I am just not aware of the level
of bonuses that have been distributed inside of VBA. But if con-
firmed, I look forward to learning not only about the entire per-
formance structure and how we reward people for good perform-
ance in service delivery of benefits, but also the entire human re-
sources structure as well.

Chairman MURRAY. OK. We will look forward to that and watch
very closely with you.

General, I know I do not need to tell you how vitally important
education benefits are to our veterans, especially those that are
trying to transition from the military into the civilian world.

I am hearing a lot from veterans today about the cap on private
universities as well as the stop in the payments for breaks between
semesters. Veterans are telling me they are very concerned that
when this stop happens, they will not be able to pay their rent and
will end up dropping out.

I am going to be introducing legislation very soon to fix this prob-
lem. I hope to be working with Senator Burr on this. It is, I think,
very important that we take a look at this and address it.

Will you commit to working with us on those fixes?

General HICKEY. Thank you, Chairman Murray, for your
question.

First, let me start by thanking the entire Committee, specifically
Senator Akaka, Senator Webb, and the rest of the Committee for
your hard work on what is known and seen by veterans across the
Nation as an extraordinarily positive benefit, not only for them-
selves but the ability for them to use it with their families, if nec-
essary, as well as the benefit that it will afford the Nation by offer-
ing this benefit to our veterans.
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So thank you very much for that.

I will say that I know and have been briefed that VBA right now
is conducting a very major outreach effort to all of the students
who are impacted by the changes in the second legislation, and
they are making a strong effort to give them as much advanced
warning as possible.

If confirmed, I absolutely look forward to seeing your legislation
and commenting on that legislation in that respect but also look
forward to learning other ways that we might be able to assist in
this matter.

Chairman MURRAY. OK. I appreciate that. One more question for
you then I will turn it over to Senator Isakson.

General Hickey, if you are confirmed, you are going to have one
of the toughest jobs at the VA. You are going to be facing nearly
a million pending claims and a massive amount of paper.

I cannot underscore enough the level of frustration that veterans
have with the claims backlog today. I talked about it in my opening
statement.

It takes 190 days to process a claim right now, and we know the
situation is getting worse. VA is now predicting it will take 230
days to process a claim in 2012, in part due to the recent decision
on Agent Orange claims.

When we met last week, I asked that you provide the Committee
with a plan within the first 45 days on the job on how you intend
to cut the amount of time it takes to give a veteran a correct an-
swer on a claim, and I want to put that in the record today.

Are you willing to work and provide this Committee with a plan
within the first 45 days?

General HICKEY. Chairman Murray, thank you very much for
your question. And you are right. It is a very big and complex prob-
lem. We have, from my perspective, the very best situation, which
is a senior-leader environment under Secretary Shinseki’s guid-
ance. His really strong staff focused on the solutions, not just a sin-
gle way to come at this problem, but multiple ways to come at this
problem by pulling apart the processes and taking out the waste
and the delays and the cost of poor quality and streamlining those
processes by working with the workforce to prepare them for this
change and to train them with good standard operating procedures
and also to bring on new technology with the veterans benefits
management system that will facilitate and enable them to do
these claims in a more efficient and effective way with broad-based
capability within it that allows that decision and that adjudication
to be made faster, better, and more responsive to our veterans who
are in need.

Yes, ma’am, you have asked me for a 45-day plan. If confirmed,
I am committed to delivering that plan to you and talking to you
about that.

Chairman MURRAY. OK. Good. I would also ask you if you could
send a training team out to Seattle. When I went out there and my
staff went out there over the last recess, we found a significant
number of problems. I would like to work with you to get somebody
out there to help do some training. If you could work with me on
that.
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General HiCKEY. Chairman Murray, one of my major focuses in
all of quality management is to resolve issues right up front in a
process and that begins with a major focus on training. I can com-
mit to you that, if confirmed, my focus on training will be para-
mount in working with the workforce and others to ensure that we
are providing that in consumable, appropriate ways and that it is
a focus on quality throughout the process throughout their careers
to ensure that we are delivering on that.

Chairman MURRAY. Thank you very much.

Senator Isakson.

Senator ISAKSON. Thank you, Chairman Murray.

I want to apologize to both Members that I am going to have to
leave. I have someone waiting for me in my office that I have to
attend to.

But before I do, I want to say two things. One is Chairman Mur-
ray is absolutely correct on what the one focus of your job is going
to be, General Hickey, and the claims problem that we have got
here has to be solved. I will pledge to you any support that I can
give to help you in accomplishing that. I think that is the number
1 task.

Second, some veterans’ benefits are delivered by third parties.
When we met, I discussed with you the issue of VA refinances on
the VA home loan benefit.

As you know, we discovered in Georgia that veterans were being
overcharged on closing fees on VA refinances by some lenders. It
was brought to my attention by an attorney who represented some
veterans.

I want to commend the Administration. When I brought it to
their attention, they immediately began investigating it, confronted
the lenders that had moved the charge around. And we have gotten
refunds over $10 million to our veterans which I think is to the
credit of the Administration.

But it does point out how we should be observant of those third
parties who are delivering, in part or in whole, benefits to our vet-
erans which you will be in charge of.

And with the permission of the Chairman, at some point in time
after the first 45 days, we would like to have a hearing on the VA
home loan program to make sure that those services are being de-
livered appropriately to our veterans, and I will call on you at the
time at that hearing to do so.

General HICKEY. Thank you, Senator Isakson, for your question
on the loan guarantee program.

And I, from the exposure I have had thus far, would say that one
of our highest veteran satisfaction areas is in our home loan pro-
gram, where they take very seriously the responsibility to ensure
that a veteran remains in their home and their families remain in
their home.

I know that they have some rather significant checks and bal-
ances in the process as they work with the mortgage providers and
lenders and that they take very quick action. I thank you for the
comment on their response. They take very quick action when they
find a process that is not appropriate, in support of those veterans
and advocating for those veterans.
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If confirmed, sir, I look forward to learning more about this par-
ticular area in relation to those checks and balances.

Senator ISAKSON. Thank you very much and thanks to you both
for your service.

Thank you, Madam Chairman.

Chairman MURRAY. Thank you.

Senator Tester.

Senator TESTER. Thank you, Madam Chair.

General Hickey, I will start with you, and first of all, I will pref-
ace this by saying thanks to the both of you for coming to my office
and having a nice visit.

The Chairman asked you a question about the backlogs. In your
testimony, you said it was a central focus of your job coming in,
and you laid down some ideas with the answer to the Chairman’s
question.

Have you thought about or do you consider working with VSOs.
Can the VSOs play a role in this backlog issue? Have you thought
about that? And if so, what role could they play, if any?

General HickEY. Thank you, Senator Tester, for your question
and also for our visit.

If confirmed, my focus with VSOs would be a very strong part-
nership. I think they already do provide services in this area today,
and so I would look forward to continuing that relationship with
the VSOs as they assist many veterans in the preparations of their
fully developed claims and other areas associated with their bene-
fits options and choices.

So my particular approach would be to be very engaged with
VSOs and to look for any opportunity where we could partner to-
gether to make a difference in our veterans’ lives.

Senator TESTER. OK. Do you have any—and I know you are sup-
posed to know the answer to a question before you ask it, but do
you have any idea what percentage of veterans do not take advan-
tage of the VA system?

General HICKEY. Senator Tester, I am not going to guess at that
number. I will just say that I know that of the 23 million veterans
that we serve in general, about 8 million of those veterans, from
the numbers I have received in open-source environments.

Senator TESTER. Eight million take advantage of it, and so we
have about 15 million or so that do not.

General HICKEY. Sir, I say those are the numbers that I have
seen.

Senator TESTER. OK. Is there anything we can do about that? I
mean, we have veterans out there who have earned benefits, I
guess maybe they are not buying what we are offering. Is there
anything we can do about that?

General HICKEY. Thank you, Senator Tester, for your follow-up.
I know that VBA, in particular, from a benefits perspective is push-
ing very hard in outreach. In fact, my understanding is that VBA
has established the Benefits Assistance Service in an effort to do
exactly that which is outreach to the many veterans that have
served so well our Nation so well.

Senator TESTER. Any idea on how effective that has been?

General HICKEY. Sir, my understanding is that it is fairly recent.
But I will say that one of the major efforts that I have actually
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seen myself as a veteran is the e-benefits site where they can lit-
erally take advantage of self-service options to potentially pull their
DD-214 and have it on the spot, to look up some of the other bene-
fits they are entitled to, and see what the status of that is, even
to access their payment history for things like their schools.

Senator TESTER. Part of that outreach hopefully will be focused
on rural America, where we have a lot of veterans, whether you are
talking about Montana or Alaska or any other rural State—we
have a ton of them.

We talked about the GI overpayment issue and whether it is a,
for whatever reason, clerical error, cumbersome process, whatever
it might be. Currently, if the VA overpays a person it really puts
the veteran in a bind. And I am talking about if they are going to
school particularly. We talked about that in my office.

Have you had a chance to consider this issue at all to look for
any remedies, and if so, what would they be?

General HICKEY. Thank you, Senator Tester, for that question. I
support the Secretary’s position that the student needs to be fo-
cused on their education and completing that education and not
worrying about the financial situations associated with that
education.

What I can tell you is that the outreach effort is out there but
it is also inclusive of a willingness and the leaning-forward nature
of VBA to work with that student to, if necessary, readjust pay-
ment options and anything that might be more facilitative to the
student to really focus on their schoolwork and not on this issue.

Senator TESTER. That is great. Is there any effort going to be put
toward the people who are on campus that are administrating
these programs?

General HICKEY. Sir, my understanding is that currently there
are relationships with schools and with the education business line
and that a focus for them is to build those partnerships and rela-
tionships and to communicate with them so that they are under-
standing what the issues are and who their students are.

Senator TESTER. When you get confirmed and you get into this
position and you do the outreach, I think those people on the cam-
puses can be a tremendous resource for you as you move forward
to solve this problem because they have been a tremendous re-
source for me, quite frankly.

Just in closing real quick, I would just say that, Steve, I want
to keep on your radar screen the Yellowstone cemetery. It is a big
deal for veterans across Montana, northern Wyoming, and hope-
fully we can get that settled as soon as you are confirmed if not
before.

So thank you.

Mr. MURro. Thank you.

Chairman MURRAY. Senator Moran.

Senator MORAN. Thank you, Madam Chair.

General Hickey, I have heard from VA officials for a long time
about the number 1 priority that you plan to address is the
backlog.

What makes this different? What do you intend to do differently
considering what we have heard over a long period of time about
solving this issue?
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General HICKEY. Thank you, Senator Moran, for your question.

I would start by first acknowledging the really hard work that
has been done by the VBA staff. Yes, in fact, there was 1.2 million
claims in the door in 2010, but they have also reached record
heights in completing a million claims in 2010, and so I thank
again this Committee for providing the resources that allow them
to do that.

What I would say the difference now that perhaps did not exist
for my predecessors in this position is the culmination of first and
foremost, a OneVA approach to this challenge.

I think in the past it may have been seen as a VBA issue so VBA
needs to go solve it. But under this Secretary’s leadership and
under the leadership of Deputy Secretary Gould and the colleagues
in VHA and even the National Cemetery Administration, I think
that the focus of this issue now being seen as a OneVA effort is
first and foremost, an opportunity.

Second, the fact that the process has been unpacked very dili-
gently, like never before, really looked at hard, and then brought
back together in a way that shapes the business rules for the vet-
erans benefit management system is a second. So a real strong
focus on the process.

Third, frankly, the VBMS system itself will move VBA from a
paper-bound process, as you well described and I have actually
seen—pictures with mountains of papers that barely leave desk
space for our hardworking VBA employees—I think that VBMS
system and my experience using systems like that in my day job
today, is a significant way forward. When you combine that with
the process. But critical to that will be the preparation of the peo-
ple, training them to use that system, getting to a standard oper-
ating procedure and training methods to prepare them for VBMS.

I think that creates an opportunity that has not existed before.

Senator MORAN. If I understand your answer correctly, in large
part this is the culmination. We have been working a long time on
getting the backlog under control. The Secretary is clearly empha-
sizing the importance of the entire VA but because of the progress
that has been made to date, we are now in a position to make sig-
nificant progress and the backlog greatly diminished. Is that
accurate?

General HICKEY. Senator Moran, thank you for the follow-up. I
will say that it is very much the goal the Secretary has established
in his strategic plan, and I am a strategic planner by trade so I
value the guidance provided which is to have no veteran wait more
than 125 days for a good-quality decision at a 98 percent accuracy
rate.

Senator MORAN. What it is in your experience at Accenture that
lends itself to the leadership necessary to accomplish this goal?

General HiCKEY. Thank you, Senator Moran, for allowing me to
tell a little bit about that side of my life. I will say that one of my
roles was to do the requirements development for a Federal agency
in customer-relation management and call-center practices.

So while certainly I am not an “Xs and Os” code developer of any
kind, and never claimed to be, I really did see the value associated
with large throughput of transactions, how you triage that, how a
system allows you to communicate with your customer more effec-
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tively in whatever means they choose to do with you, whether it
was fax or phone or email or app or iPad, in your example.

Also my understanding is that combined with what I do today in
program management where I oversee a team that does all of the
transactional H.R. services for another Federal client, seeing how
it does not matter, it is not personality or person-dependent or even
desk-dependent, when we push our work through a system. Any
qualified individual can work on that same file knowing all the
data and all the work that has been done before and there is good
accountability in that process, and it reduces the burden of the
paper flow issues that are created as well.

So that would be the two major things. And the third, frankly,
is the program management experience that I have. So working to-
ward deadlines and timelines and achieving what we promise and
what we committed to in the inception of the program.

Senator MORAN. General, thank you very much.

If confirmed, I look forward to helping you reach that goal on be-
half of the veterans of Kansas and the country.

Mr. Muro, we have three national cemeteries and four State
cemeteries in Kansas. I think at some point in time we need to talk
about some expansion but I appreciate and just would acknowledge
your rise within the organization and it is pleasing to me that
there are those opportunities for people to begin as a mechanic and
end up as the Under Secretary.

If confirmed, I offer my congratulations to you on that success in
your personal life.

Madam Chairman, thank you very much.

Mr. MURO. Thank you.

Chairman MURRAY. Senator Begich.

STATEMENT OF HON. MARK BEGICH,
U.S. SENATOR FROM ALASKA

Senator BEGICH. First, congratulations to both of you for being
nominated, and I appreciate your being here today.

Let me, if I can, ask a couple of questions. First, General Hickey,
last year I held a field hearing in Alaska regarding the VA and IG
report that was published, and it was published in 2009. I am not
sure if you are familiar with it but I am not expecting you to be
specifically.

But in that report basically said the Anchorage office did not
meet the VA requirements in thirteen of the fourteen regional
areas, and it kind of had a shopping list of issues. They have been
working through it.

But one of the big issues, and I was just intrigued by your con-
versation here about customer service and some of those elements
that you are familiar with is the relationship and confidence in the
system because when you get a strong IG report obviously there is
a lack of faith that things will get done.

And as they start to get done, the question is how do you get that
information out to people so that they feel more confident in the
system as these changes are being done.

First, let me ask you: are you familiar with the report? I am not
expecting you to be.
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General HICKEY. Thank you, Senator Begich, for your questions.
I have not read the report but I understand at a very high level
the issue.

Senator BEGICH. Do you think when there are reports like this,
and I would be interested in your feedback, and I am assuming
positive confirmation, on the report and kind of the status of how
to deal with the relationship and getting the confidence level high-
er with the VA regarding the outcome of the work they have been
doing based on that report.

Give me some thoughts as to how you might address that.

General HICKEY. Thank you, sir, for the follow-up. I will start by
saying it is my understanding that the issues raised in the IG re-
port have been closed, resolved and closed.

Senator BEGICH. Right.

General HICKEY. So my other experience, frankly from a military
perspective where we did a great number of inspections and re-
views through IG assessments and evaluations, is that and I do not
know how the IG works within the VA, but I would assume there
were some similar interactions between IGs.

As to the first issue, no matter who we are working with in our
VBA environment, there are appropriate standards, and those
standards are assessed. I do know that the VBA or the VA IG do
periodic assessments through a sampling of the different offices to
assess performance.

I believe in assessing performance. I have lived in an environ-
ment where assessing performance validates that you are on the
right track and that you are going in the right direction and that
you do not need additional assistance.

I do not necessarily think sometimes that finding something in
a performance assessment from an IG perspective is a bad thing.
It highlights it. It lets us put resources and appropriate training
or appropriate adjustments to the process to fix it and resolve it
and move forward.

And aside from that, I would just simply say communication for
me regardless of the topic is very vital. Outreach is very vital. If
confirmed, I am committed to getting the word out as often and as
frequently—seven times seven different ways, if necessary—to
communicate.

Senator BEGICH. Very good. Let me go onto another issue. A cou-
ple of weeks ago I held a meeting with many of the Federal agen-
cies, kind of an interagency group on homelessness.

And the veteran population is growing fairly dramatic especially
in rural areas. Senator Tester talked about rural Montana. Rural
Alaska is even more rural than Montana. We always joke about
that, he and I.

Tell me, what are your thoughts on how to ensure that the vet-
eran homeless population access the VA in areas that are remote
in Alaska?

And how would you reach out to the rural communities, espe-
cially in getting benefits to the rural homeless that is clearly grow-
ing? There is no question about it in Alaska. You see it.

General HICKEY. Thank you, Senator Begich, for your question
and for your concern for those veterans who are really struggling
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without a roof over their head and perhaps many other benefits as-
sociated with that as well.

I will just start my comments by saying that particular issue, I
know, is a significant one to the Secretary and to VA at this point
in time and is, frankly, one of the issues that drew my interest to
this position—finding a way to meet the needs of our homeless
veterans.

So if confirmed, I look forward to exploring with VBA and with
the offices in VA who have that charge to tackle that issue, on
ways in which VBA can assist in providing methods to provide ben-
efits to our homeless veterans. I know that they do that today.

Senator BEGICH. Assuming you get confirmed, my time is ex-
pired, but I would love to invite you to Alaska, and obviously at
whatever time, to kind of visit some of the rural areas so that you
get kind of that sense of the struggles we have there in trying to
meet those services.

General HICKEY. Thank you very much, Senator Begich. I have
had the wonderful opportunity in my Air Force career to make two
great trips to Alaska and spent quite a bit of time up there, one
in the dead of winter and one in the glorious all-day sunshine.

So I would look forward to visiting with you.

Senator BEGICH. You get extra points for being there in the win-
ter. That is a plus up. You have great enthusiasm. I think it is ex-
citing. Do not let the system beat you down because I think that
enthusiasm you have is going to be a huge plus to the VA.

General HICKEY. Thank you very much, Senator, and I will work
my best to not let that happen.

Chairman MURRAY. Thank you.

Senator Brown.

STATEMENT OF HON. SCOTT P. BROWN,
U.S. SENATOR FROM MASSACHUSETTS

Senator BROWN OF MASSACHUSETTS. Thank you, Madam Chair.
First of all, thank you for holding the hearing and obviously con-
gratulations to both of you.

General, starting with you, you mentioned your private-sector ex-
periences providing knowledge on building, retaining a quality
workforce, and then customer relationship management especially.
What lessons do you think you could apply from the private sector
to these areas, to the areas that we have been talking about, if you
are confirmed?

General HICKEY. Thank you very much, Senator Brown, for your
question and also for your continued service in the National Guard.

I have a long history with the National Guard, and it is a very
proud one so I especially appreciate what you do for your State as
well in that regard.

So, my experience with industry has been very remarkable. I will
be honest in saying it was not my experience in the military.
Learning the way that industry uses technology, combined with
processes, how it prepares the workforce to be really comfortable in
that method was new to me.

So I have just been very eager in understanding all that industry
has learned about leveraging IT; but specifically I will say that, in
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application to this role, I have learned that you do not just throw
IT in an organization and expect that to be successful.

I have learned that you need to prepare with good change man-
agement, with good communication, with good training plans in ad-
vance of an IT system integration in that you need to also, in con-
junction with that IT, make sure that it is capturing the best and
right process.

And if you are doing that in an agile way, meaning you are will-
ing and flexible to improve upon that over time, then you really
i:lanhcontinue to improve a process and really drive efficiencies even

igher.

The last thing I will say: I have always been a focused person
on data and analytics but even more heightened in my experience
in industry and I will drive my decisions not exclusively on data
and analytics but heavily looking for data to drive decisions.

Senator BROWN OF MASSACHUSETTS. Indeed, it is certainly im-
portant, but what I found and I think everybody who is here in
Congress has found that the lack of personal attention to soldiers’
claims is the driving force. They feel neglected. They get lost in the
quagmire of paperwork and statistics and the like.

Have you given any thought to actually working in teams and
having one team start and then finish the claim and doing it in a
more potentially timely and personable way?

General HickEY. Thank you, Senator Brown, for your follow-up
question. It is my understanding, and I look forward to confirming
this, that our VBA workforce takes every one of those applications
and sees it not as a piece of paper or as a number or as a statistic,
but as a deserving veteran who deserves their care and compas-
sion. Everyday they get up and come to work to do that.

I would offer to you that we will continue to encourage personal
relationships with those that they serve in VBA. But also, as I
have been throughout my career, always open to ideas that would
help us to operate better and more efficiently.

I have, in my experience, both in the Air Force and in my current
industry experience, worked on matrix teams and learned that
sometimes to tackle big problems you have to look at the way in
which you work together to expedite things.

So if confirmed, I look forward to having more discussions and
understanding how VBA operates today and its teaming structure.

Senator BROWN OF MASSACHUSETTS. I would suggest putting ev-
erybody in a room and have them then take a file and go from “A”
to “Z” within the confines of that room and just solving a problem
and banging out that workload.

I think everyone here will agree, that is the number 1 issue I get
phone calls on in Massachusetts. We have a big wall in our office
of claims that we have settled and it is through really unorthodox
manners that we, in fact, have to do it.

Fortunately, they are in the same building, and we are able to
go down and look them eye to eye but not for that, my gosh, I can-
not even imagine. I would ask you to focus on that.

I am going to shift gears, sir. How has the National Cemetery
been able to avoid some of the mistakes that plague the Arlington
Cemetery?

Mr. MURO. Thank you for that question, Senator Brown.
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I believe it is our culture of accountability and training of our
employees plus the responsibility to report any type of situation
that may occur up the chain of command to ensure that the fami-
lies of the funeral homes be notified if something does occur. We
do not hide anything we do. We are up front. We train our employ-
ees to ensure everyone understands that the responsibility of main-
taining our cemeteries as national shrines and providing dignified
burials for veterans and their family is the most important part of
our job.

Senator BROWN OF MASSACHUSETTS. I do know when Senator
McCaskill and I had a hearing, we actually discovered a lot of what
was going on and we filed legislation that passed in a bipartisan,
bicameral manner. So we have tried to track those particular
issues.

How do you plan on recruiting the right people, continuing to re-
cruit the right people to continue with your mission?

Mr. MURO. Well, one of the things that we do, and if confirmed
will continue to improve on—hiring veterans is a strong way for us
to continue quality service and also going to the colleges to bring
people in at different levels and different programs like the SCEP
programs where we can train them and promote them so that they
understand the culture of the National Cemetery Administration.

Senator BROWN OF MASSACHUSETTS. Thank you.

Thank you, Madam Chairman.

Chairman MURRAY. Senator Webb.

STATEMENT OF HON. JIM WEBB,
U.S. SENATOR FROM VIRGINIA

Senator WEBB. Thank you, Chairman Murray.

This is my first opportunity to congratulate you on having taken
over the chair. I am very pleased to be remaining on the Com-
mittee with you.

I would like to thank both of you for having come by my office
and we had, I think, pretty extensive conversations on areas that
I feel are of particular concern.

General Hickey, I think this whole area of seamless transition as
it applies to the disability evaluation system is something we really
need to get better coordination with between DOD and VBA, and
I am pretty comfortable with the conversation we had on that.

Both of you have, I think, the types of careers that should really
commend you to the positions that you are going to undertake.

I have to say that I am extremely impressed with Mr. Muro’s
journey. I think you probably know where all the nooks and cran-
nies of the system are. I will resist the pun that usually comes
along with that.

But I have one area that I want to make sure, for the record,
that we are clear on with respect to the concern of my office. Mr.
Muro, yours is the only office in government where I think this still
has relevance, but I assume that you would agree that it is the po-
sition of the VA that Confederate soldiers have the same status as
Union soldiers when it comes to memorial affairs, from the Civil
War.

Mr. MURO. Thank you, Senator Webb. I think that all of those
who served our Nation and the responsibilities we have to ensure
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that they are properly memorialized is important to the VA and the
National Cemetery Administration.

Senator WEBB. So in terms of legal status at this point in our
history, Confederate soldiers and Union soldiers have the same
legal status?

Mr. MURoO. They do have the same legal status as the Union sol-
diers and we provide them memorialization in the same manner,
depending on the location of their burials.

Senator WEBB. This is not an idle question, as you know. We are
coming up on a period here with the 150th anniversary of the Civil
War. This was not always the truth. This was not always the case
with the Federal Government, particularly in the area of, well, ac-
tually after the Civil War in a number of areas but during the past
century, particularly in the area of memorial affairs, how our Con-
federate soldiers were remembered, and there is a tremendous
amount of misunderstanding, I think, in this country about the
reasons that people served during the Civil War.

We can take the political questions aside. You and I served dur-
ing the Vietnam era. We know the difference between political
questions and actual service.

But when you look back at that era—a lot of people forget this—
that only 5 percent of whites in the South owned slaves and only
25 percent had anything to do economically with the system. That
is from John Hope Franklin, the most eminent African-American
historian of the last century.

Yet one out of every three white southern males between ages 18
and 40 died in the Civil War, and it has taken a great deal of effort
to have them properly memorialized.

I view this not only personally because of my own family journey
but because we up here are the stewards of the service for those
who came before us. Just as people are someday going to memori-
alize what you and I did during the Vietnam era.

With that in mind, I raise the issue of the cemetery in Richmond
which we have had correspondence on, the Oakwood Cemetery,
where, depending upon who is counting, there are about 14,000
Confederate soldiers buried.

I had a long discussion on this. The question seems to be the
statutory interpretation of what it means to have a marked grave.
What we are trying to do, as you know, with the support of the Vir-
ginia government and the city of Richmond, is to get upright mark-
ers where we can actually have names on these markers.

I know the position that we received from the VA when we asked
this question was that because these graves were marked in some
way with these flat, numbered markers that that constitutes a
marking by law.

Let me ask you: is that interpretation from the general counsel
at the DVA or is that legal interpretation from your office? Do you
know?

Mr. Muro. Thank you for the question, Senator Webb. It was
guidance from the legal counsel in VA in reference to the interpre-
tation of what is considered a marked grave whether in a national
cemetery or private cemetery.

Senator WEBB. So this was legal advice but not a legal opinion
from general counsel?
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Mr. MURoO. It was legal guidance provided to us that the graves
are considered marked because of the historical fact that the wom-
en’s organization responsible for determining the type of markers
they wanted to mark the graves, came to the conclusion that the
square blocks with the numbers was the way they wanted to mark
those graves.

Senator WEBB. And as we discussed the other day, one of the
reasons was that private citizens were having to pay for the mark-
ers at that point in 1905 or whenever that was. Is that correct?

Mr. MuRrO. That is what we assume why they decided to buy
those particular markers. They followed the footsteps of other cem-
eteries that used a similar marker.

Senator WEBB. If you read the statute, what we are talking
about here is headstones or markers being provided at the expense
of the United States which is the traditional policy.

Mr. MURO. That is our policy today. We do provide them today.

Senator WEBB. We may want to continue the discussion. I hope
you 1can find some sort of resolution here that will honor these
people.

Mr. MURO. We look forward to working with you and your staff,
Senator.

Senator WEBB. Thank you.

Chairman MURRAY. Thank you very much.

General Hickey, let me turn back to you. Right now, we have a
situation where modern medicine is not reflected in how disabilities
are rated. My staff uncovered a case recently where a veteran was
prescribed a very dangerous drug to treat a disability identified as
cancer by the National Cancer Institute. Yet the veteran was rated
at zero percent and received no compensation for his cancer.

Are you committed to fixing the rating schedule?

General HICKEY. Thank you, Chairman Murray.

It is my understanding, from the discussions that I have had to
date, that there currently is an ongoing effort to update the rating
schedules for VA and that is being done in conjunction with both
the internal VHA experts but also medical experts outside of VA,
and I think and believe that even some of our experts in VSOs are
participating at some level as well.

So, if confirmed, I look forward to learning more about that VA
schedule process and to being part of the process that is required
from VBA’s perspective.

Chairman MURRAY. Thank you. We have talked about several
times today the VBA moving from this paper system into one that
uses technology to help speed up work and improve the final
decision.

I have seen some of these claims you mentioned. You have seen
photos. Where do you begin in taking these massive files of paper-
work and distilling them down to something that works in a
paperless environment?

General HICKEY. Thank you, Chairman Murray, for the question.
I think I begin by, if confirmed, seeing how the process works both
in the unpacking of process effort that was done by the Secretary
but also getting my feet on the ground and my sleeves rolled up
and out with the workforce, seeing and hearing how they do their
work every single day and the barriers to that work.
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So I would start there. Then I would also focus in on and learn
in much more detail what the technology will do for VBA and for
the benefits distribution in the big picture view. I would like, if
confirmed, to really get down into the capabilities and require-
ments that they are building those systems to and understand that
and how they correlate with the processes that have been
described.

So I would need to defer until, if confirmed, to make a good as-
sessment and provide you a better answer on where to start be-
cause I think inherent is the understanding of the process, the peo-
ple, and the preparation of those people and the technology and
how that all comes together.

Chairman MURRAY. I do not need to tell you it is not going to
be easy, but it has to be done so I look forward to hearing from
you once you are confirmed, and have actually seen some of these
files like I have how we are going to move from a file that is mass
paper to something that is doable for literally thousands and thou-
sands of claims.

General HiCKEY. Chairman Murray, I might just add my per-
sonal experience, my current experience with the program that I
work at right now in my company. We actually have converted Fed-
eral agency official personnel files and have done that through a
very major scanning project effort.

It takes a bit of time to do, but with the right kinds of high-speed
technology enhancements or things of that nature there are things
that can be done to tackle those issues, at least from my external
perspective.

Certainly, that is not from my internal VBA perspective. I am
not privy to those kinds of operations that exist today.

Chairman MURRAY. Thank you.

Mr. Muro, let me turn to you. I think we need to continually re-
evaluate the burial needs of our veterans, and I know that the VA
already has begun this process.

According to the President’s budget request to us, the VA is es-
tablishing an urban initiative to provide enhanced service to dense-
ly populated areas like Los Angeles, San Francisco, or New York.

Can you describe to us this initiative and any others that you
think will help the burial needs of our veterans?

Mr. MURoO. Thank you for that question, Chairman Murray.

The urban initiative will actually be columbaria-only cemeteries.
That is for cremated remains niches in the urban areas, Los Ange-
les, San Francisco Bay area, Chicago, New York. That is a start.

We got results from the annual surveys we do with our cus-
tomers and they are telling us they would come more if cemeteries
could be closer; and with the increase of cremation in the United
States, we are looking at building the columbaria-only cemeteries
to provide closer service to those veterans that live in urban areas.

In the reference to rural America, the Secretary has charged all
of VA to improve access to those veterans that live in rural Amer-
ica. And NCA is looking into that now. And if confirmed, I will en-
sure that we provide some kind of a burial option for those vet-
erans in rural America.

Chairman MURRAY. OK. We look forward to hearing more on
that.
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One more question for you. You have worked your way up
through the National Cemetery Administration and served the past
2 years as the Acting Under Secretary. So you are intimately famil-
iar with our national cemeteries.

You stated in the pre-hearing questions that, if confirmed, you
would pursue even greater levels of service and satisfaction to meet
our solemn obligation to maintain our VA cemeteries as national
shrines unlike what has occurred in Arlington.

Can you talk for a minute about what your plans are to achieve
higher levels of service and satisfaction, and most importantly, how
you will measure your success?

Mr. MURoO. Thank you for that question, Chairman Murray.

One of the ways we are doing that is that we are actually looking
at our surveys, not only the surveys we conduct annually through
3 contract but also through Michigan University, the survey they

0.

And we are looking at those cemeteries that have high scores, 97,
98, 99 in customer service, and we are actually benchmarking
them. We have gone out and done studies at those cemeteries to
see what it is that they are doing that has rated such a high score.

One of my concerns is that 5 to 6 percent of the veteran popu-
lation did not give us a high score. For example, my lowest scored
cemetery is 84. That is not a low score, but that is not an accept-
able score.

So we are looking at what can we do, what are the cemeteries
at the top doing, how can we instill these best practices at the
other cemeteries. The National Training Center is one of the ways
we are doing this.

We just kicked off a new training class for our caretakers. It is
cemetery caretaker training that teaches them all aspects of ceme-
tery operations. So all new caretakers coming in will go through it.

My goal is to have all our caretakers that are on the roles right
now which is close to 800 attend one of the classes within the next
24 months so that we can certify that all of those individuals have
been trained in all aspects of their job.

Chairman MURRAY. OK. Thank you very much.

Senator Begich, do you have any additional questions?

Senator BEGICH. Just a couple of quick ones.

General, regarding the paperless system you are going to which
I think is great, I just want to put one cautionary note from a cus-
tomer coming in, for example, in Alaska especially our rural com-
munities, it will take 30 minutes to download a 1040-EZ form be-
cause we have the slowest speeds in the country when it comes to
high-speed broadband.

So I just want to give you a caution. For example, a lot of our
communities now in rural Alaska, to fill out grant applications and
so forth, that is now down almost 48 percent because they just do
not have the broadband capacity.

So as you think about your internal system and how you use that
to connect with your customer, people filing the claims, keep in
mind that some areas may be connected but not have the speed to
do it appropriately.

Just imagine a 1040-EZ form. I mean we are going to get a lot
of calls these next 2 weeks, I know it already, thank you, April
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15th is right around the corner. So I just want to give you that cau-
tionary note as you do this work.

General HICKEY. Thank you, Senator Begich. If confirmed, I will
certainly keep our rural veterans and those who are not in close
proximity to bandwidth capabilities in mind as we work through
this issue.

Senator BEGICH. Again, it is not that they will not necessarily be
connected. It is just the speed, and that is the big problem.

The other thing, I just want to point this out, something I hope
you look at. I know within our Anchorage office there seems to be
brokering out some of the claims to, I think it is Montana and Salt
Lake City.

That tells me there is a volume issue or staffing issue. We have
lots being shipped out. The problem, of course, is that is 2,000
miles away from us.

So as you again get confirmed, could you look at that and give
my office some feedback on what you see as the challenge there
and why so many are being brokered out to outside of Alaska.

Again, that just tells me there is a staffing issue here or some
sort of systematic problem.

General HickEY. Thank you, Senator Begich, for your question.
My answer would be, if confirmed, to look at that more specifically
from an Alaska perspective but I do not have that level of speci-
ficity right now.

Senator BEGICH. Great.

General HICKEY. I would say that the overall objective for VBA
when it comes to claims adjudication is to get to no veteran waiting
over 125 days and a 98 percent accuracy rate.

I think if we can get there leveraging new processes, a good
workforce well-trained in the new systems and a new technology
approach, then I think no matter where you live you will be a satis-
fied veteran, and we will work hard to consider the needs of our
rural vets in that respect.

Senator BEGICH. Fantastic.

The last thing, Mr. Muro, I know you are probably aware of this,
but in Alaska we have two cemeteries, one in Sitka and one in
Anchorage.

The one problem with that is there is a lot of our northern region
that is not connected really to Anchorage or Sitka so we are looking
at a new facility in Fairbanks, and I do not know if you have al-
ready started some discussions in your current role with the State
of Alaska.

So I am curious. I wonder if you are aware of that or if you have
started any discussions that you want to share or will put this on
your list to kind of keep in mind.

Mr. MURro. Thank you for that question, Senator Begich.

Yes, I am. I work closely with Frank Salvas, our director of the
Veterans Cemetery Grants Program. I know that the cemetery is
on the list and he is working closely with the State to ensure we
get a cemetery up there in Fairbanks.

Senator BEGICH. Great. I know they are looking at the sites right
now and trying to determine that. I just wanted to make sure you
have that kind of on your radar. It is great to have Sitka. That
takes care of southeast. Anchorage kind of takes south central.
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But we have another large military population, as you know, in
the Fairbanks interior regions, and Fairbanks would be, obviously,
an appropriate place.

So thank you very much.

Mr. MURO. You are welcome.

Senator BEGICH. Thank you, Madam Chair. I have no other ques-
tions.

Chairman MURRAY. All right.

Thank you very much, General Hickey, Mr. Muro, for your full
and open participation in today’s hearing.

Every organization needs a leader, and I am anxious to have per-
manent leadership at the top of both the VBA and the NCA. The
VBA in particular is facing some real issues. We talked about a lot
of them today that have to be addressed by permanent leadership
as soon as possible.

Before I adjourn the hearing, I do want to acknowledge Mike
Walcoff, who has been at the helm of the VBA for over a year now
as the Acting Under Secretary for Benefits. Mike knows what a
tough job both General Hickey and Mr. Muro have in store for
them. And he is in the audience today to lend them his support.

Mr. Walcoff, if you want to stand, I just want to thank you for
your service. I appreciate all you have done. [Applause.]

I would ask that any Member who wishes to submit posthearing
questions to General Hickey or Mr. Muro, do so by this Friday so
that this Committee can move forward with the nomination process
as soon as possible.

With that, thank you very much to both of our witnesses today,
and this hearing is officially adjourned.

[Whereupon, at 11:24 a.m., the Committee was adjourned.]
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